
Re: Arkansas Application for Renewal of
State Certification of Telecommunications Relay Services (TRS)
CG Docket No. 03-123

DESCRIPTION OF ARKANSAS RELAY SERVICE ("ARS")

The Arkansas Deaf and Hearing Impaired Telecommunications Services
Corporation ("ADHITS") was created pursuant to Act 1080 of 1997 (Ark. Code Ann §
25-29-101, et seq. by the Arkansas Legislature. Pursuant to that Act, ADHITS was
incorporated as a non-profIt corporation on August 12,1997. The Act vested the
responsibility for ARS in ADHITS Prior to that time, ARS was provided by Arkansas
Relay Services, Inc., under the auspices of the Arkansas Public Service Commission..

ADHITS' initial contract for ARS was with MCI, subsequently Southwestern
Bell Telephone, and the present service is provided under a c,ontract with Sprint The
Sprint contract will remain in effect until its maturity December 31, 2008. Subsequent
to that expiration, ADHITS will submit an RFP to all interested providers for
continuation of service

ADHITS believes that the standards for relay service prescribed by the Federal
Communications Commission and contained in 46 CFR § 64-604 and 605, have
been met as described herein ..

Any correspondenCE, or approved Order, may be sent to ADHITS, c/o Steve L.
Riggs, Dover Dixon Horne PLLC, 425 West Capitol Avenue, Suite 3700, Little Rock,
Arkansas 72201, e-mail: sriggs@ddh-ar.com, telephone: (501) 375-9151 ..

Arkansas FCC Certification Renewal and Supporting Documents

Introduction

The State of Arkansas, with the assistanr.e of Sprint Relay, has prepared this narrative and attached
appendices to comply with the FCC TRS Certification Renewal Application, particularly in response to the
FCC Public Notice DA 07-2761, CG Docket No. 03-123 released on June 22, 2007. Included in the
Public Notice are the minimum mandatory FCC TRS requirements under 47 CFR §64.604 and §64.605.
Acopy of this Public Notice and these mandatory requirements is attached as Appendix A

The FCC has requested that each FCC TRS Certification Renewal application responds to the minimum
mandatory FCC TRS requirements for providing teler,ommunication relay servir.es and that each state
includes pror.edures and remedies for enforcing any requirements imposed by state programs.
Additionally, the FCC requested that several exhibits such as outreach presentations, promotional items,
consumer training materials, and consumer complaint logs be included with the infonnation provided.

The Appendices included with this TRS Certification Renewal Application are as follows:

A Copy of the Public Notice DA 07-2761

1



B. TRS, CapTel, STS, IP, VRS Training Outlines
C. TRS, IP, VRS and CapTel Pledge of Confidentiality
D E911 Call Procedure
E. Sprint Carrier of Choice Letter of Invitation
F Sprint Outage Prevention Program
G. Sprint Disaster Recovery Plan
H. Sprint TRS Standard Features Matrix
I. Sprint Policy on 10 and 15 minute Rule
J FCC TRS Mandatory Minimum Standards &Compliance Matrix
K. FCC CapTel Mandatory Minimum Standards &Compliance Matrix
L. Sprint's Report to the FCC on VRS and IP Waivers
M. Sprint Relay Fact Sheet
N. Sprint's TSP Press Release
O. Copy of TRS Information in Telephone Directories
P. Copy ofTelephone Bill Inserts
Q. Copies of Relay Newsletters
R. Copy of Annual Report or Other
S. Copy of Relay Brochures or Other Advertisements
T State legislation or Other establishing TRS program in the State
U Copies of Complaint Logs from 2002-2007
V. Copy ofTRS RFP
W. Copy of Phone Bill with Surcharge Rate or Legislative Order
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Operational Standards

A.1 Communication Assistants (CAs)

§64.604 (a)(1) (i) TRS Providers are responsible for requiring that all CAs be sufficiently trained to
effectively meet the specialized communication needs of individuals with hearing and speech
disabilities

CA Employment Standards

Sprint has established a successful procedure to attract qualified applicants for TRS CA positions. The
first step in the CA's hiring practice is a validated test that screens for typing, language skills, and other
skills related to the CA position. When an applicant passes the test, a Human Resources representative
screens the applicant over the phone or in person, for oral communication skills and work availability. If
the applicant passes this step, helshe is interviewed in person by an Operations Supervisor for specific job
dimensions that relate to the sucr.ess of a CA If the supervisor recommends the applicant for
employment, the applicant undergoes adrug screen and securitylreference check. This process ensures
that only qualified applicants are hired to work at arelay center.

Sprint IP (Intemet Relay) CAs follow the same employment and training standards as TRS CAs In
addition, Sprint provides an enhanced VCO service called Captioned Telephone (CapTe~ Services.. Sprint
requires that all C,apTel CAs have a high school graduate equivalency as a minimum qualification for the
job.

All Sprint Video Relay (VRS) Interpreters are qualified and adhere to the Registry of Interpreters for the
Deaf (RID) Code of Professional Conduct For more infonnation about VRS interpreter qualifications and
training expectations, see Appendix B.

§64.604 (a)(1)(ii) CAs must have competent skills in typing, grammar, spelling, intetpretation of
typewritten ASL, and familiarity with hearing and speech disability cultures, languages and
etiquette. CAs mustpossess clear and articulate voice communications.

Communication Assistants Training Program

Sprint trainers use adult leaming theories; training is adapted to each participanfs leaming modality;
incorporating lecture, visual graphics, flow charts, videos, role playing, and hands-on-eall training, to
stimUlate the CA's ability to leam.

New hires receive training in Deaf Culture, ASL translation, the needs of non-signing deaf individuals, and
sensitivity to the needs of persons with hearing and speech disabilities by a qualified person who, if not
deaf or hard of hearing, possesses extensive knowledge in this area. During the CA's initial training, they
are trained and evaluated on how to accurately reflect the TIY user's communication and on the CA's role
in the relay process. CAs' perfonnance based skills such as grammar, spelling and oral communication
abilities are evaluated. Sprint works closely with local deaf and hard of hearing communities to identify
knowledgeable presenters to assist with the training. Sprint utilizes videos, role-playing, group activities
and discussion groups to educate employees on the different needs of their customers to ensure
sensitivity towards customers.
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Additionally, applicants are given written and hands-on evaluations to demonstrate their ability to spell and
type accurately, process a call using live training terminals, and role-play in varying levels of ASL CAs
also rer,eive extensive training on how to improve their interpersonal skills so that they can work effectively
with difficult and stressful situations that may arise during their employment These training mandates and
skill expectations also apply to Sprint IP CAs and VRS interpreters where appropriate. Please review the
Sprint TRS, Speech to Speech (STS), CapTel and Video Relay Service (VRS) Training outlines in
Appendix B.

A team of ASL-Fluent Sprint employees developed the ASL Training workbooks that are utilized by CAs
for ongoing training. These workbooks have been designed to proVide supplemental training and to assist
CAs toward the mastery of ASL translation on relay calls.

Captioning Assistants Training Program

CapTel CA training includes comprehensive training on the CapTel Service Workstation equipment and
other instruclion including some live call handling experienr,e. All prospective CAs are required to meet all
of the CTI standards for becoming a production CA. These standards include the ability to consistently
meet call handling skills such as WPM averages, accuracy averages as well as attendance and altitude
standards as set by CapTel management At any time if a prospective CA does not demonstrate the
ability to achieve the expected standards, they may be removed from the training group and terminated
from employment See Appendix A

All CapTel CAs are tested for competency in typing, grammar, and spelling to ensure skills meet the FCC
Guidelines. CapTel CA training provides familiarity with hearing, deaf, and Speech-Disabled cultures. A
captioned telephone user does not type while making acall, therefore there is never an opportunity for the
CA to have to interpret typewritten ASL

CapTel CAs mustfollow certain guidelines while supporting calls. Below is alist of these guidelines.

.1 The CA shall be trained to caption the words spoken by the hearing party as accurately
as reasonably possible, without intervening in the communications. The CA is permitted
to provide background noise identification.

.2 The CA shall not maintain any records of r.onversation content and shall keep the
existence and content of all calls confidential .

.3 The CA shall be required to meet the FCC standards for TRS minimum transcription
speed.

4 The CA shall not limit the length of acall and shall stay with the call for aminimum of ten
minutes when answering and placing acall

.5 The CA shall pass along a CapTelcaller's Automatic Number Identification (ANI) to the
local Public Servir,e Answering Point (PSAP) if the caller disconnects before being
r.onnected to emergency services
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.6 Personnel supporting CapTel will have the requisite experience, expertise, skills,
knowledge and training and education to perfonn CapTel Services in aprofessional
manner

Please review the Sprint TRS, STS, CapTel and Video Relay Service (VRS) Training outlines in Appendix
Bfor more infonnation on CA training requirements.

CA Quality Assurance Programs

Monthly Surveys

Sprint Relay conducts monthly surveys and fonnal reviews to monitor and evaluate the continuing training
for Sprint Relay TRS CAs as well as Sprint IP CAs. The survey pror.ess used is aproduct of a task force
comprised of management staff. It evaluates all areas of work perfonnance, personal effectiveness and
attendance. The survey process goals are to respond to customer feedback and provide the CA with
clearly defined and objective perfonnance measures Two surveys are completed on each CA every
month and include areas such as Typing Accuracy, Spelling, Conversational EngiishlASL Translation,
Clarity I Enunciation, Caller Control, and Etiquette/Composure.

Quality Assurance Test Calls

To ensure that all CAs are focused on FCC requirements and state contractual commitments, Sprint
r.enters and or an independent third party quality testing finn has been retained by Sprint to perfonn atotal
of 700 test calls. Results are provided on a quarterly basis. Feedback and appropriate guiding
perfonnance measures for specific r,omponents are addressed with each CA

Sprint Relay also r,onducts test calls to ensure CapTel quality at least onr.e aquarter, but often conducts
monthly tests of 100 test calls on C',apTel

Relay Program Management and Trainer Test Calls

Additionally, the Operations department and members of the Relay Program Management Team identify
areas of concem based on customer feedback, state feedback, individual survey results and customer
contacts. Approximately 300 test calls per month are conducted focusing on the identified monthly call­
pror.essing topic. Results are compiled and shared with Operations' management Based on the results,
the trainers and management detennine if refresher training is required and what method will be used for
delivery.

Sprint Relay and the Relay Program Management team also perfonn test calls for CapTel CAs.

§64.604 (a)(1)(iii) CAs must provide a typing speed of a minimum of 60 words per minute.
Technological aids may be used to reach the required typing speed. Providers must give oral·to­
type tests of CA speed.

Transmission of 60 WPM

All Sprint Relay CAs type a minimum of 60 words per minute (WPM). Sprint Relay utilizes an oral-ta-type
test that simulates actual working conditions. CAs are tested on an ongoing basis to ensure that a 60
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WPM performanrE requirement is maintained. During this test, Sprint Relay does not use technology­
aided transmission to ensure the typing speed. The scores for each CA are the actual words per minute
that are typed. The most recent test results are an overall 82.5 WPM with 97% accuracy for all call
rEnters. This applies to Sprint IP and IP wireless relay CAs as well.

Sprint Relay utilizes technological aides during relaying such as pre-pmgrammed macms and auto­
wrrecting software, along with the CA's natural skill, to pmvide optimal service..

CapTel's voirE rewgnition technology transmits above 100 WPM. While oral to type tests are waived as
aresult of this technology, oral to text tests are given to all CapTel CAs

§64.604 (a)(1)(iv) TRS providers are responsible for requiring that VRS CAs are qualified
interpreters. A "qualified interpreter" is able to interpret effectively, accurately, and impartially,
both receptively and expressively, using any necessary specialized vocabulary.

Qualified VRS interpreters

All Sprint Video Relay (VRS) Interpreters are qualified and adhere to the Registry of Interpreters for the
Deaf (RID) Code of Pmfessional Conduct For more information about VRS interpreter qualifications and
training expectations, see Appendix B.

§64.604 (a)(1) (v) CAs answering andplacing a nY-based TRS or VRS call must stay with the call
for a minimum of ten minutes. CAs answering and placing an STS call must stay with the call for a
minimum of fifteen minutes.

In-Call Replacement of CAs

Sprint Relay requires all CAs, including Sprint IP and IP Wireless CAs, and VRS Interpreters, also known
as Video Interpreters (Vis), to stay on the call for aminimum of 10 minutes, with the exception of Speech
to Speech (STS) CAs, who must stay on the call for aminimum of 15 minutes. This is included in the CA
training matrix under Appendix B, Module 41, and the Video Relay Service Training Outline and
Qualifications. CapTel CAs also stay on all calls for aminimum of 10 minutes

§64.604 (a)(1)(vi) TRS providers must make best efforts to accommodate a TRS user's requested
CA gender when a call is initiated and, if a transfer occurs, at the time the call is transferred to
another CA.

When aSprint relay user requests aCA of the opposite gender of the CA who initially receives the call, the
relay user is switched to an appmpriate CA as soon as one bewmes available. If a change of CA is
nerEssary during the call, every attempt will be made to acwmmodate the previous gender request
When a Sprint VRS and Sprint IP or IP Wireless user requests a specific gender, every attempt will be
made to honor the request If achange of Vis is necessary during the call, every attempt will be made to
acwmmodate the previous gender request

CapTel CAs are waived fmm this requirement See Appendix K, FCC CapTel Mandatory Minimum
Standards &Compliance Matrix

8



§64.604(a)(1)(vii) TRS shall transmit conversations between TTYand voice callers in real time.

Sprint CAs transmit and relay all r.onversations between the caller and the called parties in real time

CapTel is a transparent service. CAs transmit audio and captioned text r.onversations from the voice
caller to the CapTel user in real time Sinr.e the CapTel user utilizes their own voice to transmit, no
transmission occurs from the CA to the voice caller.

A.2 Confidentiality and Conversation Context

§64.604 (2){IJ Except as authorized by section 705 of the Communications Act 47 U.S.C. 605, CAs
are prohibited from disclosing the content of any relayed conversation regardless of content and
with a limited exception for STS CAs, from keeping records of the content of any conversation
beyond the duration of a call, even if to do so would be inconsistent with state or local law. STS
CAs may retain infonnation from a particular call in order to facilitate the completion of
consecutive calls, at the request of the user. The caller may request the STS CA to retain such
infonnation, or the CA may ask the caller ifhe wants the CA to repeat the same infonnation during
subsequent calls. The CA may retain the infonnation only for as long as it takes to complete the
subsequent calls.

Confidentiality Policies and Procedures

Sprint Relay believes that measures to ensure r.onfidentiality are crucial to the success of TRS, Sprint
IP/IP Wireless and VRS operations and has implemented procedural and environmental measures to
safeguard customer and call infolTllation.

In acr.ordance with the FCC regulations, all infolTllation provided for the call set-up, including customer
database records remain r.onfidential and cannot be used for any other purpose. Once the inbound party
disr.onnects, CAs and Video Interpreters (VIs) lose the ability to view or access any infolTllation pertaining
to that call No written or taped infolTllation regarding the call is kept once the call is released from the
Relay position. Billing infolTllation is transferred to billing files after the call has been telTllinated and is no
longer available except for billing purposes.

The only exr.eption to this policy relates to STS calls Sprint STS Relay Agents may retain infolTllation from
one inbound call for use in asubsequent outbound call, with the caller's pelTllission. Such infolTllation will
only be retained for the duration of the inbound calL

Sprint Relay's r.onfidentiality expectations are strictly enforced and employees are expected to r.omply with
this policy during and after their period of employment Sprint strictly enforr.es confidentiality policies in the
Center, whirll include the following:

• Prospective CAs and Vis undergo athorough background investigation and screening.
• During initial training, CAs and Vis are presented with examples of potential breaches of

r.onfidentiality .
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• Stress cem be a factor in maintaining GOnfidentiality. CAs and Vis reGeive training on healthy
detachment.

• Breach of GOnfidentiality will result in disdplinary action up to and including telTllination of
employment.

• CAs perfolTll their work in cubicles that are bordered by high sound-absorption ar.oustic tiles and
wear spedal noise reducing headsets.

• All Sprint Relay Centers have security key access.
• Visitors are not allowed in Relay work areas.
• Supervisors are present in the work area to observe behavior.
• All Relay Center personnel are required to sign and abide by the Sprint Relay Center's

Agreement Regarding Confidential Customer InfolTllation.
• All employees attend annual GOnfidentiality meetings wherein the r,onfidentiality agreement is

reviewed and re-signed.

Sprint Relay Center's Agreement Regarding Confidential Customer InfolTllation requires CAs and Vis to:

• Keep all call infolTllation r.onfidential.
• Not edit or omit any GOntent from the r.onversation.
• Not add or inte~ect anything into the GOntent or spirit of the r,onversation
• Assure maximum user GOntroL
• Continuously improve their skills.

Please refer to Appendix Cfor the TRS Pledge of Confidentiality. This document is similar to what is used
for Sprint VRS interpreters and IP/IP Wireless CAs.

CapTel Captioners must comply with the same rules that TRS follows regarding GOnfidentiality. The
CapTel GOnfidentiality fOlTll is similar to TRS Below is an explanation of GOnfidentiality as it pertains to
Caplel Captioners. A GOpy of the CapTel confidentiality fOlTll signed by CapTel CAs can be found under
Appendix C

InfolTllation obtained during a CapTel call should not be shared with any person eXGept amember of the
('.apTel management staff who has asked for spedfic infolTllation. This infolTllation may be needed to
clarify technical, policy, emergency, venting, GOnsumer, or customer servir.e issues General call
infolTllation will not be shared unless it is used to clarify, vent, or teach. InfolTllation about call GOntent
should be discussed in aprivate area only.

Only infolTllation critical to resolving the situation will be disclosed. This may include GOnsumer name,
name of business/agency, gender of caller, type of call (voiGe in, CapTelin), day of week, time of day, dty,
state, or any other details that r.ould in some way identify aconsumer.

A Captionist may have problems, GOmplaints or stress from handling the call. The Captionist may ask to
speak to asupervisor or other member of management (as long as it wasn't their call) in aprivate area

The sUCGess of CapTel depends on quality and GOmplete GOnfidentiality. SinGe GOnsumers will be less
likely to use the serviGe if they feel their personal and professional calls are not kept in the strictest
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confidence, all Captionists understand and abide by the confidentiality policy Any Captionist who breaks
this policy will be disciplined, up to and including termination.

STS Limited Exception of Retention of Infonnation

At the request of acaller, Sprint Speech-ta-Speech (STS) CAs will retain information from acall in order to
facilitate the completion of consecutive calls. No information is kept after the inbound call is released from
the CA position.

§64.604 (2)(ii) CAs are prohibited from intentionally altering a relayed conversation and, to the
extent that it is not inconsistent with federal, state or local law regarding use of telephone
company facilities for illegal purposes, must relay all conversation verbatim unless the relay user
specifically requests summarization, or if the user requests interpretation of an ASL call. An STS
CA may facilitate the call of an STS user with a speech disability so long as the CA does not
interfere with the independence of the user, the user maintains control of the conversation, and
the user does not object Appropriate measures must be taken by relay providers to ensure that
confidentiality ofVRS users is maintained.

Verbatim Relay and the Translation of ASL

Sprint Relay CAs type to the TrY user or verbalize to the non-TrY user exactly what is said, verbatim,
when the call is first answered, and at all times during the conversation, unless either relay user specifically
requests summarization or ASL interpretation.

At the request of the relay user, Sprint Relay CAs will translate written ASL into conversational English. All
Sprint Relay CAs are able to translate the typed languages of relay users whose primary language may be
ASL or whose written English language skills are limited to conversational grammatically correct English
Training is provided on various levels of English/ASL during the initial training, as well as throughout a
CAs' employment In order to finish training successfully, the CA must demonstrate competent skills to
translate the calls as requested.

Sprint VRS interpreters, Sprint IP/IP Wireless CAs and C',apTel CAs are prohibited from intentionally
altering arelayed conversation and will relay all conversation verbatim

STS Facilitation of Communication

Sprint Relay STS CAs receive training on how to facilitate STS communication without interfering with the
independenr.e of the user STS CAs are evaluated monthly on their ability to facilitate the call without
altering content of the conversation or compromising the user's controL Sprint Relay users have full
control of all of their relay calls.
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A3 Types of Calls

§64.604 (3) (i) Consistent with the obligations of telecommunications carrier operators, CAs are
prohibited from refusing single orsequential calls or limiting the length ofcalls utilizing relay
seNices.

Sprint Relay Services

Sprint Relay provides 24 hour, 7 day-a-week Telecommunication Relay Servir.e (TRS) for standard
(voice), Text Telephone (TIY), wireless, or personal computers (PC) users to place local, intrastate,
interstate, and intemational calls. Sprint Relay also processes calls to directory assistance and to toll free
numbers. There are no restrictions on the duration or number of calls plar.ed by any relay user All relay
users accessing Sprint Relay retain full control of the length and number of calls placed anytime through
relay. Sprint IP/IP Wireless CAs and VRS interpreters are also prohibited from refusing single or sequential
calls or limiting the length of calls using relay services.

CapTel CAs are currenlly waived for outbound calls because the CapTel CA is not involved in the call set
up and cannot refuse the call CapTel users dial sequential calls directly, therefore it is not possible for a
CapTel CA to refuse sequential calls or limit length of calls.

CapTel CAs are not waived by the FCC for inbound calls to a CapTel user made through aTRS facility.
However, if acall is made directly to the captioned telephone access number no set up is involved and the
CapTel CA cannot refuse to calL Please see Appendix Kfor more information on these waivers.

§64.604 (3)(ii) Relay services shall be capable of handling any type of call nonnally provided by
telecommunications carriers unless the Commission detennines that it is not technologically
feasible to do so. Relay service providers have the burden ofproving the infeasibility ofhandling
any type of call. (iii) Relay service providers are pennitted to decline to complete a call because
credit authorization is denied. (iv)Relay services shall be capable ofhandling pay-per-call calls.

Sprint Relay works in conjunction with the Local Exchange Enhanced Services to provide additional
functionality for users of TRS Sprint processes collect and person-ta-person calls and calls charged to a
third-party as well as calls billed to prepaid and non-proprietary calling cards offered by the local or any
other interexchange carrier. Sprint Relay will also process calls to or from restricted lines eg. hotel rooms
and pay telephones.

When aTRS or (',apTelcail is placed through Sprint Relay, the user will be billed in the same manner that
a non-relay user would be billed. The relay user will only be billed for conversation time, (which does not
include call setup time, time in between calls and wrap-up time) on toll calls. Billing will or.cur within 60
days of the call date. Sprint gives users the option of billing their calls to anon-proprietary LEC (local) or
IXC (long distance) calling cards. Sprint will process calling cards offered by the users carrier of choice if
the carrier is aparticipant of Sprint's Carrier of Choice (COG) program and as long as Feature Group 0 is
at the Carriers access tandem. Sprint works with the LECs and IXCs to compile and make available to all
TIY or CapTel users a list of acr.eptable calling cards. The users carrier of choice is responsible for
providing call types and available billing options, and will also handle the rating and invoicing of toll calls
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placed through the relay. Sprint was the first provider to process pay-per-calls, beginning with the state of
Texas in 1996.

Sprint VRS, Sprint IP and IP Wireless are waived from these requirements. Please refer to the Sprint VRS
and IP Report to the FCC, Appendix L.

§64.604 (3)(v) TRS providers are required to provide the following types of TRS calls: (1) Text-ta­
voice and voice-ta-text; (2) VCO, twa-line VCO, VCD-ta-TTY, and VCO-ta-VCO; (3) HCO, twa-line
HCO, HCO-ta-ITY, HCD-ta-HCO.

Sprint Relay provides access to all available relay call types. A r.omplete list of all call types proved by
Sprint may be found in Appendix I Sprint Standard Features MatIix. Most call types are waived by the
FCC for IP and VRS users Please refer to the Sprint VRS and IP Report to the FCC, Appendix L

Except where waived by the FCC, Gaplel users are able to ar,cess all types of TRS calls. The requirement
to provide 711 dialing is waived for outbound calls made from a GapTel phone STS and HCO calls are
also waived

§64.604(3)(vi) TRS providers are required to provide the following features: (1) Call release
functionality; (2) speed dialing functionality; and (3) three-way calling functionality.

Call Release Functionality

TIY to TIY Call Release Functionality allows the CA to connect two TIY users and then drop off the line,
leaving the two TIY customers connected. This is especially useful for customers needing to use apre­
paid calling card, reach another TIY user through a switchboard or operator, or when needing to speak
with avoice user first With 2-Line GapTel service, a GapTel user can release or receive captions at any
time during acall

Frequently Dialed Numbers

Frequently Dialed Numbers, sometimes referred to as Speed Dial Numbers, allow relay users to store up
to 10 frequently called numbers in their customer preference database along with a name for each entry.
When initiating acall the user can then provide the name to Sprint Relay CAs, instead of the entire 10-digit
number. The GapTel Consumer Premises Equipment (ePE, or GapTel phone) is equipped with the ability
to program in 3speed dial numbers, and arer,ently dialed number.

Three-Way Calling

Customers who have purchased three-way calling from their LEC can use the feature when placing acall
through Relay. This feature allows a customer to add a third party to a TRS calL For example, a TIY
caller places acall to the Relay and then bridges another TIY person on his or her line The original TIY
caller then requests to place acall to avoice user. The CA will make the connection and Relay the call
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between the voice party and both ITY users. This process would also apply if there were two voice
customers and one ITY user on the line

Sprint (',apTel users are also able to participate in a three way call. Although the person using the
captioned phone is unable to establish the three-way call, the called party will be able to do so by utilizing
the telephone switch hook (or "flash") button on his or her CPE Thus, Sprint CapTel meets the
requirement for three-way calling for users of One-Line CapTel. For Twe-Line CapTel, either party can
initiate a three- way call should the user purchased this as a LEC option. Sprint CapTel users are also
able to participate in ar.onference bridge to speak to three or more individuals

§64.604(3)(vii) Voice mail and interactive menus. CAs must alert the TRS user to the presence ofa
recorded message and interactive menu through a hot key on the CAs tenninal. The hot key will
send text from the CA to the consumer's m indicating that a recording or interactive menu has
been encountered. Relay providers shall electronically capture recorded messages and retain
them for the length of the call. Relay providers may not impose any charges for additional calls,
which must be made by the relay user in order to complete calls involving recorded or interactive
messages.

When aSprint Relay caller reaches an answering machine, voice mail or interactive menu, the CA informs
the relay caller by hitting amacro which reads (ANS MACH) or (RECORDING) to keep the caller informed
of the call progress. The CA then, if necessary, presses ahot key to rer.ord the voice announcement and
relay the message back to the caller The CA utilizes Sprint's rer.ording technology to obtain all information
necessary on the first attempt The CA relays all of the recorded information to the customer and deletes
the rer.orded message. This technology greatly reduces the CA work time, as the CA does not need to
make multiple outdials. In addition, Sprint relay callers are only charged for the first call Subsequent
redials to leave amessage or enter information into an interactive menu are not charged to the customers.
Sprint has developed a procedure using our Ultra WATS lines to ensure that with additional out-dials the
customer does not incur toll charges.

CapTel users are able to hear and interact directly with the recorded message and makes the selections
as requested by the interactive menu.. The CapTel user is alerted to the presence of a recording by
hearing the recording and seeing the captions of the rer.ording as the message is played.

CapTel users can replay messages as required until the message is both heard and read as captions.
The user can stay on the line as long as desired until the message is heard in its entirety or replayed. This
is requested by the user directly.. The CapTel user interacts with the rer.orded message system directly.
This is treated as one call

Callers to Sprint relay servir,es access 900 services by dialing afree 900 number to access relay. Use of a
toll-firee 900 number inbound to the relay center provides functionally equivalent access to the
telewmmunications network while preventing unauthorized end users from circumnavigating the LEC
restrictions. This process ensures that the LEC will only complete those calls into the relay service that do
not have a 900 number block added to their phone lines. The 900 service provider and the 900 number
carrier(s) will rate and bill the user as if the call was dialed directly from the originating users telephone
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The Arkansas current 900 number is 900-230-3131.

§64.604 (a) (3)(viii) TRS providers shall provide, as TRS features, answering machine and voice
mail retrieval.

Sprint Relay TRS, Sprint IP/IP Wireless and VRS Vis provide both answering machine and voice mail
retrieval. Please refer to Appendix I, Standard Call Features Matrix.

Answering Machine

Sprint Relay CAs will inform relay users when reaching an answering machine, voice mail or interactive
menu. The CA will hit a"hot key" which reads (ANS MACH) or (RECORDING) to keep the caller informed
of the call progress.

When reaching a recorded message, the CA utilizes Sprinfs recording technology to obtain all information
necessary on the first attempt The CA can then play back the recording at a pace that allows them to
relay the entire message to the caller, after which the recorded message is deleted. This technology
greatly reduces the CA's work time and accordingly, time billed to the State

The CA will type the entire outgoing message verbatim including the option for the Relay User to leave a
message, if applicable

The CA will leave the relay user's message in the appropriate mode of communication. Sprint has the
capability to leave messages in both voice, text and touch tones (pagers).

Once the CA has left the message on the answering machine or voice mail, the CA will send a pre­
programmed response to the relay caller stating:

(LJR MSG LEFT) CA XXXXMIF GA

Subsequent redials to leave a message or enter information into an interactive menu are not charged to
the customers. Sprint has developed a procedure using our Ultra WATS lines to ensure that with
additional outdials, the customer does not incur toll charges. Customers will only be charged for the first
call. CapTel CAs are also equipped with the ability to retrieve messages stored on a local answering
machine..

Voicemail Retrieval

Sprint has the capability to retrieve messages from answering machines by placing an outbound call to a
remote location or the same location. Wihen a user requests to retrieve messages at the same location,
the CA will instruct the user when to take the handset off the hook and when to begin playing back the
messages, The CA will retrieve all messages and relay verbatim, The rer,orded message will be
automatir.ally deleted by the system once the relay call is wmpleted. The CapTel user both hears and
interacts directly with the recorded message and makes the selections as requested by the interactive
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menu. The CapTel user is alerted to the presence of a recording by hearing the recording and seeing the
captions of the recording as the message is played.

CapTel users can replay messages as required until the message is both heard and read as captions.
The user can stay on the line as long as desired until the message is heard in its entirety or replayed. This
is requested by the user directly. The CapTel user interacts with the recorded message system directly.
This is treated as one call

A4 Handling of Emergency Calls

§64. 604(a)(4) Handling of emergency calls. Providers must use a system for incoming emergency calls
that, at a minimum, automatically and immediately transfers the caller to an appropriate Public Safety
Answering Point (PSAP). An appropriate PSAP is efther a PSAP that the caller would have reached ifhe
had dialed 911 directly, or a PSAP that is capable of enabling the dispatch of emergency services to the
caller in an expedftious manner.

Sprint meets the requirements of emergency calls by immediately routing 911 calls to an appropriate
Public Service Answering Point (PSAP) that the caller would have reached by dialing 911 directly, or a
PSAP that is capable of dispatching emergency services in an expeditious manner. With one CA
keystroke, Sprint's intelligent CA application utilizes the NPAlNXX information of the inbound caller to
immediately cross-reference this information to a national database containing the ten-digit emergency
number for every PSAP Within seconds, this number is entered in the dial window and the call is then
immediately initiated.

Sprint Relay c,onsiders an emergency call to be one in which the user of the Relay Service indicates they
need the police, fire department, paramedics or ambulance. Sprint utilizes astandard E911 database that
serves all of the United States and has uniform procedures, as noted below, which are followed at every
Sprint Relay Center.

• The CA, when told by aITY/ASCII user (non-voice) that an emergency exists, will hit ahot key.
• The CA terminal will post aquery containing the caller's ANI to the E911 database.
• The E911 database currently responds with the telephone number of an appropriate PSAP;

automatically dials the PSAP number and passes the caller's ANI to the E911 Service Center
• The CA will remain on the line and will verbally pass the caller's ANI to the E911 Service Center

Operator.

Relay users will be enwuraged to dial 911 as their primary means of r,ontacting Emergency Services
However, if aRelay user makes an emergency call through Relay, the Sprint CA will make every effort to
c,orrectly route the call to an appropriate PSAP based on the network and user-provided information. As
required by the FCC, CAs will remain on the line and give the Emergency Service Provider the caller's
telephone number, even if the caller is no longer on the line.
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It is Sprint's opinion that in some emergencies, valuable time could be lost if the nY call were to be
transferred to the PSAP, and the results could be life threatening. Therefore, Sprint will allow direct nY-to­
nY communication in the following scenarios, if allowed by the FCC:

• At the request of the caller,
• At the request of the PSAP Operator or PSAP Supervisor,
• The CA will remain r.onnected and will silently monitor the call, if.
• The PSAP is not capable of rec.eiving and conversing directly with the caller in the modality of the

caller (i.e. if the caller is using ar.ommunication modality other than nY, pe., VCO, HCO, STS,
ASCII, VRS, or Intemet Relay]), or

• The CA is having technical trouble transferring the call to the PSAP (ie., the caller is
disconnected from the PSAP; the PSAP cannot establish anY connection, etc.).

The CA will assist, as necessary, to maintain communications between the PSAP and the caller.
Otherwise, the Sprint CA will remain on the line to provide assistance as necessary to facilitate
communication for all emergency calls and will notdisr.onnect until the call has been r.ompleted.

911 services are currently waived for IP and VRS providers. Sprint strongly encourages Intemet Relay
users to dial 911 directly to receive prompt emergency services via nY or phone

Sprint IP via website permits manual 911 processing. If user tell operator to dial 911, operator will request
supervisor assistance. User will need to provide the address and city where he/she is calling from
Supervisor will call Directory Assistance (on separate phone call) to obtain 1D-digit emergency PSAP
number Then the supervisor will pass it to CA to make outbound call to 911 dispatcher (PSAP) It can
take few minutes or so to get the information. Users are encouraged to enter a 1D-digit emergency
number on the website for more efficient call processing.

More information about Sprint's procedure for handling E911 calls, including CapTel calls, may be found in
Appendix D

Telecommunications Service Priority Program

Sprint announced on October 31, 2005, that it had completed all milestones in enrolling its
Telecommunications Relay Servir.e (TRS) in the FCC's Teler.ommunicalions Service Priority (TSP)
program On May 11, 2005, Sprint began implementing TSP throughout its network On October 31,
Sprint sur,cessfully activated all 14 call centers under the TSP program. Sprint's participation in the TSP
Program strengthens their already robust reliability.

In 1988, the TSP program was established to prioritize the restoration of telephone service to critical
facilities and agencies at times when telecommunications companies are typically overburdened with
service requests, such as after anatural disaster. In the event of a regional or national crisis, the program
restores telephone services most critical to national and homeland security on apriority basis.

The Sprint TRS network is designed to reroute traffic to other Sprint Relay centers across the country to
provide uninterrupted service However, if anational or regional emergency causes service to be disrupted
and the relay call center is unable to receive or place calls, Sprint's participation in the TSP program
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means that Local Exchange Caniers (LECs) are required to restore service to the relay call center as
rapidly as possible consistent with the priority status assigned to the relay call r.enter. Unlike other TRS
providers, when a disaster occurs, Sprint TRS has the ability to reroute calls immediately to unaffected
relay call centers and continue processing calls with minimal customer impact

The Sprint relay call centers participating in TSP are:

• Albuquerque Switch (Albuquerque, NM and Honolulu, HI)
• Austin Switch (Austin, TX and Lubbock, TX)
• Dayton Switch (Dayton, OH and Cayce, SC)
• Independence Switch (Independenr.e, MO)
• Jacksonville Switch (Jacksonville, FL)
• Lemoore Switch (Lemoore, CAl
• Sioux Falls Switch (Sioux Falls, SD and Moorhead, MN)
• Syracuse Switch (Syracuse, NY and Holyoke, MA)

The TSP program ensures that the Sprint relay call centers are placed on a priority basis to re­
establish telephone servir.e for Relay STATE users, Sprint is proud to voluntarily comply with the
FCC's TSP program. Please see Appendix N for acopy of the general press release regarding
the TSP program

A5 STS Called Numbers

§64.604 (a)(5) STS called numbers. Relay providers must offer STS users the option to
maintain at the relay center a list of names and telephone numbers which the STS user
calls. When the STS user requests one of these names, the CA must repeat the name and
state the telephone number to the STS user. This information must be transferred to any
new STS provider.

Sprint's Relay customer database is available to Speech-ta-Speech (STS) users The database
can be used to store a list of names, frequently dialed telephone numbers, and customer notes.
The database automatically appears on the CA's terminal screen each time a user dials into one
of the Sprint relay numbers. The customer database helps to facilitate call set up and conversing
preferences for the STS user. Customer profile information contained in the Sprint Customer
Database will be transferred to any new provider at the end of the r.ontract term. Currently, STS is
waived from Intemet Relay, Video Relay and CapTelservices.

Technical Standards

B.1 ASCII and Baudot

§64.604 (b) Technical standards-(1) ASCII and Baudot TRS shall be capable of
communicating with ASCII and Baudot forma~ at any speed generally in use.

Each Sprint CA position is capable of receiving and transmitting in voice, Baudot including
TurboCode™ and E-TurboCode™ as well as ASCII codes. Upon acall being received at the CA
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position, ill signals are automatically identified as either Baudot or ASCII; if ASCII, the baud
rate is detected Intelligent modems allow the CA to handle either voir.e or data lines from the
same CA work station.

This automatic identification of call types for incoming calls provides a quick and efficient
technique for varied customer input and reduces the average CA work time to aminimum

ASCII rates up to and including 19,200 bps are supported by the Sprint platform. The domestic
ill baud rate of 455 and the intemational rate of 50 baud are also supported.

Sprint IP currently provides servir.es via ASCII mnnection. Currently, ASCII and Baudot
requirements are waived for CapTel services. For more information about CapTel waivers, see
AppendixK.

B.2 Speed of Answer

§64.604 (2) Speed ofanswer. ~) TRS providers shall ensure adequate TRS facility staffing
to provide callers with efficientaccess underprojected calling volumes, so that the
probability ofabusyresponse due to CA unavailabilityshall be functionally equivalent to
what avoice caller would experience in attempting to reach aparty through the voice
telephone network.

Sprint Relay has developed the capability to effectively manage a human resource pool that
provides unsurpassed quality Sprint has gained valuable experience in sizing its TRS Operations
to accommodate contract requirements. Historical call detail is gathered by 15-minute periods
throughout the years of providing TRS servir.e This historical information is combined with state­
specific information to establish anticipated call pattems that accurately predict the personnel
needs necessary to efficiently process the relay calls.

Sprint meets the requirement of answering 85% of all calls within 10 seconds on adaily basis by
a live CA (Abandoned calls are included in this 85/10 Service Level calculation.) Sprint will
ensure that no more than 30 seconds elapses between the rer.eipt of the dialing information and
the dialing of the requested number.

Sprint samples the average answer time aminimum of every 30 minutes for each 24-hour period.
Sprint's Traffic Management Control Center (TMCC) and our Enhanced Services Operations
Control Center (ESOCC) are staffed with professionals who understand call processes, call
volumes, distribution pattems, contract requirements and call routing, thus ensuring exemplary
service.

The Sprint Centers that serve Arkansas are provided with sufficient facilities to provide aGrade of
Service (GOS) of pm or better for calls entering the Arkansas call center switch equipment.
Inbound calls that may be blocked within the Public Switched Telephone Network (PSTN) will

19



receive a voice rer,ording stating that all circuits are busy and to try the call again within a few
minutes,

Performance of inbound traffic on each toll-free number where it enters the Sprint network is
measured continuously and reported both daily and monthly, These measurements, which
include traffic volume and blockage data, are compiled into amonthly report available to the state,
In addition, the dedicated trunk facilities that route the call from the terminating network switch to
the ACD (Automatic Call Distributor) at the serving relay center are monitored daily for
r,ompliance wilh blockage limitations The data is monitored for both short- and long-term trends
to ensure the most cost-effective use of resources,

Sprint also meets requirements for Sprint IPIIP Wireless, VRS and (',apTel calls, Sprint CapTef
ensures that 85% of aU calls are anbwered within 10 seconds and that caller's calls are
immediately placed, Sprint does not put calls in a queue or on hold. Abandoned calls are
included in the speed-of-amwer calculation Sprint CapTe! systern is designed to a POI
standard or greater measured on a daily basis

§64.604 (b) (2) ((ii) TRS facilities shall, except during network failure, answer 85% of all
calls within 10 seconds by any method which results in the caller's call immediately being
placed, not put in a queue or on hold. The ten seconds begins at the time the call is
delivered to the TRS facility's network. A TRS facility shall ensure that adequate network
facilities shall be used in conjunction with TRS so that underprojected calling volume the
probability of a busy response due to loop trunk congestion shall be functionally
equivalent to what a voice caller would experience in attempting to reach aparty through
the voice telephone network.

Sprint has met the requirement of answering 85% of all calls within 10 ser,onds on adaily basis
by a live CA. (Abandoned calls are included in this 85/10 Service Level calculation.) Sprint
samples the average answer time a minimum of every 30 minutes for each 24-hour period
Sprint currently samples every 15 minutes,

Sprint Relay is r,ommitted to providing relay users with functionally equivalent telecommunication
services as that enjoyed by standard telephone users, To this end, Sprint will continue to answer
85% of all relay calls within 10 seconds There will be no more the 30 seconds of elapsed time
between receipt of dialing information and the dialing of the requested number

Sprint begins measuring speed-of-answer at the time the call hits the Relay switch, Calls are
answered by a live CA and are not to be plar,ed in a queue or on hold after reaching the Relay
switch,

Sprint's Service Level calculation for TRS

Sprint's Service Level calculation for all TRS calls, excluding (',apTel, is described below:

Number of calls handled < 10 seconds 1(total calls handled +total calls abandoned)
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The SVL is the number of calls handled in 10 seconds or less divided by the total number of calls
offered..

(Number of calls offered =total number of calls handled +total number of calls abandoned),

(SVL =Number of calls handled in < 10/ Number of calls offered)

Sprint's Service Level Calculation for CapTel

For CapTel users, the number of calls that arrive at the CapTel call r.enter will be the number of
Calls Offered.

The number of calls that are answered by aCA is the number of Calls Answered.

The time for each call between the time the call arrives at the C,apTel call center and the time
answered by aCA until it is abandoned is the Speed ofAnswer.

Any time spent in the Voice-in telephone menu is time controlled by the user to enter in the phone
number of the CapTel user they are calling. This time is subtracted out from the Speed of
Answer time.

The total number of calls with the Speed of Answer as 10 seconds or less is the number of
Qualifying Calls

Qualifying Calls divided by Calls Offered = Service Level (x percent of calls answered within 10
seconds).

Sprint's Weighted Service Level for TRS

Sprint uses a 'weighting' process to combine the results of several Call Centers into a single
result:

The 'weighted' service level (SVL) is a calculation that multiplies the number of 'State' calls
handled in each center by the center's daily SVL (the outcome is a factor called 'SVL points').
The resultant 'SVL points' for each center that handled that 'State' traffic is then summed. The
sum of the 'SVL points' is then divided by the total number of 'State' calls to get adaily 'weighted'
SVL.

Sprint will answer 85% of all calls within 10 seconds on adaily basis and will not place acaller in
queue or on hold The ten ser,onds begins at the time the call is delivered to the Sprint Relay
Center and Sprint will ensure that adequate network facilities are available to avoid the possibility
of abusy response due to loop trunk congestion.

Sprint's Weighted Service Level for CapTel
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While CapTel operates two CapTel call centers, all calls are directed through one Automatic Call
Distributor switch All calls are answered in the order received and is measured, unweighted, by
this switch.

§64.604 (b) (ii) (A) The call is considered delivered when the TRS facility's equipment
accepts the call from the local exchange carrier (LEG) and the public switched network
actually delivers the call to the TRS facility.

Sprint considers the call delivered when the Relay Centers equipment accepts the call from the
LEC, and the public switched network actually delivers the call to the TRS Center.

Sprint fumishes the necessary telecommunications equipment facilities, and system software for
the complete TRS operation. Sprint is a certified Interexchange Carrier (IXC) in all 50 states..
Sprint's transmission circuits meet, and in most cases, exr.eed the ANSI T1,506-1990 Network
Performance - Transmission Specifications for Switched Exchange Acr.ess Network standards.

§64.604 (b) (ii) (B) Abandoned calls shall be included in the speed·of-answer calculation.

Please see (b)(2)(ii) above.

§64.604 (b) (ii) (G) ATRS provider's compliance with this rule shall be measured on adaily
basis.

Please see (2) (b)(ii) above.

§64.604 (b) (ii) (D) The system shall be designed to aP.01 standard.

Sufficient transmission facilities have been provided to service all traffic levels, including busy
hour peaks. Sprint utilizes trunks that are sized to provide abusy hour Grade of Service (GOS) of
P.01 or a minimum of 99 out of 100 calls will have unrestricted and immediate access to the call
center facilities during the busiest time of day

Inbound calls that may be blocked within the Public Switched Telephone Network (PSTN) will
receive a voice recording stating that all circuits are busy and to try the call again within a few
minutes.

In addition, the dedicated trunk facilities that route the call from the terminating network switch to
the ACD (Automatic Call Distributor) at the serving relay center are monitored daily for
complianr.e with blockage limitations.

Sprint ensures no greater than 1%blockage on a daily basis. Sprint offers state Relay customers the
advantages of asuperior digital fiber network unsurpassed in the industry. Through use of leading switch
technology and SONET network survivability techniques, Sprint's network ensures avery low level of r.all
interruption or blockage.
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The Sprint network switch architecture is non-hierarchir,al, that is, all switches are directly interconnected.
Sprint switches are processor-r,ontrolled using advanced digital technology and are virtually non-blocking.
A call across the Sprint network passes over Inter Machine Trunks (IMn which are engineered at POl
Grade of Service (GaS) at the busy hour to allow for maximum network call completion. The P01 GaS
requirements ensure that at least 99% of calls to the Relay Center will reach a CA The Local Exchange
Carrier (LEC) network typically utilizes a P.01 grade of servir,e also, and similar blockage rates should
apply on their facilities

§64.604 (b) (ii) (E) A LEG shall provide the call attempt rates and the rates ofcalls blocked
between the LEG and the TRS facility to relay administrators and TRS providers upon
request

Performance of inbound traffic on each toll-free number where it enters the Sprint network or
relay center facility is measured continuously and reported both daily and monthly. These
measurements, which include traffic volume and blockage data, are compiled into a monthly
report available to the state.

§64.604 (b) (iii) Speed ofanswerrequirements for VRS providers are phased-in as follows:
byJanuary 1,2006, VRS providers must answer 80% ofall calls within 180 seconds,
measured on amonthly basis; byJuly 1, 2006, VRS providers mustanswer 80% ofall
calls within 150 seconds, measured on a monthlybasis; and by January 1, 2007, VRS
providers must answer 80% ofall calls within 120 seconds, measured on a monthly basis.
Abandoned calls shall be included in the VRS speed ofanswer calculation.

Sprint Relay complies with this requirement Please refer to Sprint Relay's report to the FCC
under Appendix L

B.3 Equal Access to Interexchange Carriers

§64.604 (b) (3) Equal access to interexchange carriers. TRS users shall have access to
their chosen interexchange carrier through the TRS, and to all other operator services, to
the same extent thatsuch access is provided to voice users.

Sprint provides Arkansas callers with the ability to have their intrastate, interstate and international
calls carried by any Interexchange carrier who has agreed to participate in the Arkansas Carrier
of Choice (COC) program. When a caller indicates their COC preference, the CA will verify that
the requested carrier is a COC participant, if they are, the call will be routed accordingly. Callers
will be able to use any billing method made available by the requested carrier including collect,
third party, prepaid and calling cards.

The current participating members of Sprint Carrier of Choir,e program are:

AT&T Communications
Bell South Long Distance
Bestline
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Birch Telecom
Broadwing Communications
Broadwing Teler.ommunications
Cox Communications
Excel Telecommunications, Inc.
Global Crossings Telecommunications
MCIWorldCom
McLeod USA
Qwest Communications
SBC Communications Long Distanr.e
Souris River Telecommunications
Sprint
Telecomm*USA (MCIWorldCom)
Touch America Services, Inc.
U.S. Link
VarTec dba Clear Choice Communications
VarTec Telecom, Inc
Verizon Long Distance
Winstar
Working Assets
WorldCom
WorldXChange

If an Arkansas caller does not indicate a COC preference to the CA either on-line or in their
customer database (or if their preferred carrier is not a COC participant), the call will be carried
over the Sprint network. As with calls carried by Sprint, most COC participants limit billing
methods based on the type of line from which the call originates. When the requested carrier is
not a COC participant, Sprint has established a procedure where the carrier will be notified,
verbally and in writing, of its obligation to provide access to TRS users and enr.ourage their
participation.

Please see Appendix E for a sample of the Carrier of Choice letter sent to carriers when a
customer has a preferred interexchange carrier that does not participate in the Sprint COC
program.

B.4 TRS Facilities

§64.604 (b)(4) TRS facilities. ~) TRS shall operate every day, 24 hours a day. Relay
services that are not mandated by this Commission need not be provided every day, 24
hours a day, except VRS.

Sprint TRS and Sprint Relay Customer Service are both available 24 hours a day, every day of
the year. Sprint utilizes both UPS and backup power generators to ensure that the relay r.enters
have uninterrupted power even in the event of a power outage. UPS is used only long enough
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for the backup power generators to come on line - a matter of minutes The backup power
generators are supplied with sufficient fuel to maintain operations for at least 24 hours The
generators can stay in servir.e for longer periods of time as long as fuel is available. Sprint IP/IP
Wireless, VRS and CapTel Relay Services are also available 24 hours a day, seven days a
week,

§64.604 (b)(4) (ii) TRS shall have redundancy features functionally equivalent to the
equipment in nonnal central offices, including uninterruptible power for emergency use.

Sprint Relay Network Support Plan

Service Reliability

Sprint's service is provided through an all-fiber sophisticated management control network that
support backbone networks with digital switching architecture, These elements are combined to
provide ahighly reliable, proven, and redundant network. Survivability is amandatory objective of
the Sprint network design, The Sprint network minimizes the adverse effect of service
intemJptions due to equipment failures or cable cuts, network overload conditions, or regional
catastrophes

A 100 percent fiber-optic network provides critical advantages over the other carriers, These
advantages include:

Quality

Since voice and data are transmitted utilizing fiber optic technology, the problems of outdated
analog and even modem microwave transmission simply do not apply, Noise, electrical
interference, weather-impacting r.onditions, and fading are virtually eliminated,

Er.onomy

The overall quality, architecture, and advanced technology of digital fiber optics make
transmission so dependable that it r.osts us less to maintain, thereby passing the savings on to
our customers.

Expandability

As demand for network capacity grows, the capacity of the existing single-mode fiber can grow,
Due to the architecture and design of fiber optics, the capacity of the network can be upgraded to
increase 2,000-fold.

Survivability

Network survivability is the ability of the network to cope with random disruptions of facilities
and/or demand overloads. Sprint has established an objective to provide 100 percent capability to
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reroute backbone traffic during any single cable cut This is a significant benefit to [State], and a
competitive differentiation of the Sprint network.

Network switched services are provided via 49 Northem Telecom DMS-250/300 switches at 29
locations nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and Stockton,
CA, serve as intemational gateways. The remaining 46 switches provide switching functions for
Sprint's domestic switched services..

Interconnection of the 49 switches is provided in a non-hierarchical manner.. This means that
inter-machine trunk (IMT) groups r.onnect each switch with all other switches within the network.
Each of these IMT groups is split and routed through the Sprint fiber network over SONET route
paths for protection and survivability. As an extra precaution to preclude any call blockage,
Dynamically Controlled Routing (OCR) provides an additional layer of tandem routing options
when adirect IMT is temporarily busy.

Reliability is ensured through a corporate r.ommitment to maintain or surpass our system
objectives. Beginning with the network design, reliability and efficiency are built into the system.
Sprint r.ontinues to improve the network's reliability through the addition of new technologies.

The effectiveness of this highly reliable and survivable network is attributed to the redundant
transmission and switching hardware configurations, SONET ring topology, and sophisticated
network management and r.ontrol Centers These factors combine to assure outstanding network
performance and reliability for [State].

Network Criteria

System Capacity

The Sprint network was built with the capacity to support every interlATA and intraLATA call
available in the US With the continuing development of network fiber transmission equipment to
support higher speeds and larger bandwidth, the capacity of the Sprint network to support
increasing customer requirements and technologies is assured well into the future.

Service Restoration

Sprint provides for the restoration of servir,e in the event of equipment malfunctions, isolated
network overloads, major network disruptions and nationaVcivil emergency situations. In the
event of service disruption due to Sprint's equipment, servir,e typically is restored within four
hours after notification Sprint does everything possible to prevent atotal outage at its switch sites
or at any of its' POPs through the use of advanced site designs. All processors, memory, and
switch networks within our switches are fully redundant All switch sites are protected by
uninterruptible power supplies and halon systems planned in conjunction with local fire
departments. Most of our new sites are earth sheltered to increase survivability Amulti-pronged
program is used to minimize outages:
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Do everything possible to minimize the impact of a "single point of failure." This includes:

• Diversification of all facilities' demands between switch sites. All switch sites are r,onnected to the
long haul network over at least two separate Sprint fiber routes; many have three paths

• Deployment of multiple switches at large switching Centers This prevents asingle switch outage
from disabling the site.

• Have systems in place allowing for the rapid redeployment of network resources in case of a
catastrophic outage. Fiber cuts, which can affect thousands of calls at several locations, are
sometimes unavoidable. Response to these outages is maximized through the following
procedures:

• Utilization of established plans to respond effectively to these outages

• The capability to rapidly deploy network transmission facilities when needed

• Immediate execution of altemate routing in the digital switches and cross-connect systems to
assist in the handling of temporary network disruptions and forced overloads.

• The entire spectrum of survivability needs, expectations, and requirements can be met by the
proper engineering of customer and Sprint switches and facilities

Fiber Backbone Loop Topology and Reconfiguration

Fiber optic cable routes are designed to include redundant capacity to insure survivable fiber optic
systems. Sprinfs SONET network, using four-fiber bi-directional line switched ring capability, allows
automatic switching to altemate paths to provide for traffic rerouting in the event of a route failure. The
SONET fiber optic backbone topology is currently designed with more than 100 overlapping rings to
ensure sufficient altemate paths for total network survivability.

Please see Appendix Ffor Sprint's Route Outage Prevention Programs. Also, please refer to the Disaster
Rewvery Plan provided in Appendix Gfor awmplete explanation of Sprint's back-up plan.

B.5 Technology

§64.604 (b)(5) Technology. No regulation set forth in this subpart is intended to discourage or
impair the development of improved technology that fosters the availability of
telecommunications to person with disabilities. TRS facilities are pennitted to use SS7 technology
or any other type ofsimilar technology to enhance the functional equivalency and quality of TRS.

27



TRS facilities that utilize SS7 technology shall be subject to the Calling Party Telephone Number
rules set forth at 47 CFR 64.1600 et seq.

Sprint is in full compliance with 4? CFR §64.1600 et seq. of the FCC's Rules for providing SS? capability.

In order to achieve functional equivalence, Sprint will continue to provide Caller ID servir.e through SS?
signaling where the 1().digit number of the calling party is passed through to the called-party for local and
long-distance calls. Sprint receives calling party identifying information including blocking information, from
all Relay users. Sprinfs Caller ID SS? solution includes receiving the privacy bit information from the
inbound Relay caller as well as other SS? call information elements such as:

• Calling Party Number
• Charge Number
• Originating Line Information
• Sprint passes through the calling party information (rather than ?11 or the number of

the Relay Center)

Sprint meets all minimum technological standards regarding Video Relay Service Sprint VRS is available
through www.sprintVRS.comandsprinrrelay.tv (for Videophone users).

On 31 July 2006, Sprint launched MvSprintVRS number. This MvSprintVRS Number feature
empowers Deaf and hard of hearing Video Relay Service NRS) users with a simply means of receiving
incoming calls With MySprintVRS Number, a hearing user simply dials one toll free number and guickly
reaches an Interpreter who connects them to the Deaf or hard of hearing VRS user without supplying any
additional information.

The value of a dedicated personal number is generally taken for granted. Without a dedicated personal
number, things such as entering acontact number in adepartment email directory or printing one simple
number on a business card are much more complicated. Today telephone numbers are also used as
account identifiers or for ordering items. Sprint unlike most other VRS providers, makes this possible.

For VRS users who have not registered for MySprintVRS, hearing callers may dial ageneral access toll­
free number and provide the VI with the VRS user's IP Address, or their Sprint VRS Mail extension
number.

On 28 October 2006, Sprint also introduced a revolutionary means of wirelessly accessing Sprint VRS
mail. Sprint as atelecommunications provider, is uniguely positioned to make retrieval of VRS mail from
wireless devices possible from devices with Windows Media Player capability. Sprint VRS Mail for
wireless devices is extremely popular and empowers VRS users to access and playback VRS message
directly from their handset.

In addition to providing SprintiP Relay Services, Sprint is also proud to offer the Deaf and Hard-of-Hearing
community with cutting-edge technology using Sprint IP using AIM®. Sprint IP is capable of blending the
easy-ta-use capabilities of Sprint IP Relay with the power of wireless devices and eguipment that run
AIM®. In addition to the ability to place arelay call over the internet the wireless user can access Sprint IP
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on a wireless device with AIM. This service allows users to access relay from the park, a restaurant, or
even the airport - anvwhere awireless device can access the intemet and AIM.

Sprint also provides CaDTel services, which is recognized as an enhanced VCO service.

For more information on technology provided through Sprint Relay, please refer to Appendix M: Sprint
Relay Fact Sheet.

B.6 Caller ID

§64.604 (b) (6/ Caller ID. When a TRS facility is able to transmit any calling party identifying
infonnation to the public network, the TRS facility must pass through, to the called party, at least
one of the following: the number of the TRS facility, 711. or the 1o-cJigit number of the calling party,

Sprint Relay offers anetwork-based Caller ID for all outbound calls which traverse over Sprint's integrated
Services Digital Network (ISDN) and SS? with FGD network. This feature supports Caller 10 for all local
and long distance calls. In all cases in which it is received, Sprint forwards the calling party's ANI
(Automatic Number ID) to the terminating LEC for long-distance calls utilizing Sprint's Feature Group D
trunks (FGD). As with standard telecommunications, the terminating LEC mayor may not choose to use
this ANI information as Caller ID information and pass this on to the terminating number. When passed
through, the relay call recipient will be able to see the caller's phone number on their caller ID display (the
caller ID option feature must first be purchased through their LEC). When not passed through, as with
standard telecommunications, the call recipient wlll receive a message such as "OUT OF AREA" or
"CALLER UNKNOWN."

Functional Standards

C.1 Consumer Complaint Logs

§64.604 (c)(1)(i) States and interstate providers must maintain a log of consumer complaints
including all complaints about TRS in the state, whether tiled with the TRS provider or the State,
and must retain the log until the next application for certification is granted. The log shall include,
ata minimum, the date the complaint was tiled, the nature of the complaint the date of resolution,
and an explanation of the resolution. (ii) Beginning July 1, 2002, states and TRS providers shall
submit summaries of logs indicating the number of complaints received for the 12-month period
ending May 31 to the Commission by July 1 of each year. Summaries of logs submitted to the
Commission on July 1, 2001 shall indicate the number of complaints received from the date of
OMB approval through May 31, 2001.

Sprint provides copies of each TRS Customer Contact form, which includes the date the complaint was
filed, an explanation of the complaint, the date the complaint was resolved and explanation of the
resolution and any other pertinent information to Arkansas, Further, Sprint maintains a log of each
individual complaint and provides comprehensive reports on a monthly and annual basis to each of the
Sprint States,
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By June 15th of each calendar year, Sprint submits acopy of 12-month complaint log report for the period
of June 1- May 31 to the State relay administrators,

C.2 Contact Persons

§64.604 (c!f2! Contact persons. Beginning on June 30, 2000, State TRS Programs, interstate TRS
providers, and TRS providers that have state contracts must submit to the Commission a contact
person and/or office for TRS consumer infonnation and complaints about a certified State TRS
Program's provision of intrastate TRS, or, as appropriate, about the TRS provider's seNice. This
submission must include, at a.minimum, the fol/owing: OJ The name and address of the office that
receives complaints, grievances, inquiries, and suggestions; Oil Voice and TTY telephone
numbers, fax number, e-mail address, and web address; and am The physical address to which
correspondence should be sent

The contact person is Tommy Walker, 26 corporate Hill Drive, Little Rock, Arkansas 72205, By phone­
501-221-1285 (voice), 501-221-3279 CDYl, 866-235-7995 (toll free DY), or at
Tommy.R.Walker@sprint.com,

C.3 Public Access to Infonnation

§64.604 (3) Carriers, through publication in their directories, periodic billing inserts, placement of
TRS inslTUctions in telephone directories, through directory assistance seNices, and
incorporation of TTY numbers in telephone directories, shal/ assure that cal/ers in their seNice
areas are aware of the availability and use ofall fonns of TRS. Efforts to educate the public about
TRS should extend to all segments of the public, including individuals who are hard of hearing,
speech disabled, and senior citizens as well as members of the general population. In addition,
each common carrier providing telephone voice transmission seNices shall conduct not later
than October 1, 2001, ongoing education and outreach programs that publicize the availability of
711 access to TRS in a manner reasonably designed to reach the largest number of consumers
possible

As part of its contract with Sprint, an account manager is provided, whose main function is outreach
Examples of some of the information provided are included in Appendic.es O-S. In addition, the ADHITS
Board utilizes its own Advisory Panel, and the Sprint Account Manager provides public outreach sessions

C.4Rates

§64.604 (4) Rates. TRS users shall pay rates no greater than the rates paid for functionally
equivalent voice communication seNices with respect to such factors as the duration of the call,
the time ofday, and the distance from the point oforigination to the pointof tennination
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Arkansas users are charged no more for services than for those charges paid by standard "voir.e"
telephone users. Arkansas users, who select Sprint as their interstate carrier, will be rated and invoir.ed by
Sprint The caller will only be billed for conversafion fime. Those users, who select a preferred interstate
carrier via the Arkansas eoe list, will be rated and invoir.ed by the selected interstate carrier

By FCC jurisdicfion, Sprint has two separate Message Telephone Servir.e rates - one for interstate and
one for intrastate. The table below exhibits the disr.ounted rates off Sprint's Message Telephone System
(MTS) rates.

Intrastate Interstate

Day 50% 50%

(7 AM - 6:59 PM)
Evening 50% 50%

(7 PM -10:59 PMf
Nightlweekend 50% 50%

(11 PM - 6:59 AM;
all day Saturday &Sunday)

C.5 Jurisdictional Separation of Costs

§64.604 (5) Jurisdictional separation of costs-(i) General. Where appropriate, costs of providing
TRS shall be separated in accordance with the jurisdictional separation procedures andstandards
setforth in the Commission's regulations adoptedpursuant to section 410 of the Communications
Act of 1934, as amended (iQ Cost recovery. Costs caused by interstate TRS shall be recovered
from all subscribers for every interstate service, utilizing a shared-funding cost recovery
mechanism. Except as noted in this paragraph, with respect to VRS, costs caused by intrastate
TRS shall be recovered from the intrastate jurisdiction. In a state that has a certified program
under§64.605, the state agencyproviding TRS shall, through the state's regulatory agency, pennit
a common carrier to recover costs incurred in providing TRS by a method consistent with the
requirements of this section. Costs caused by the provision of interstate and intrastate VRS shall
be recovered from all subscribers for every interstate service, utilizing a shared-funding cost
recovery mechanism.

All Arkansas relay intrastate and interstate minutes are reported separately and disfinctly to the state on
the Sprint invoice. The interstate and intemafional minutes are reimbursed by the TRS Interstate Fund.
The local and intrastate minutes are reimbursed by the State. On individual customer invoices, Sprint
deducts minutes that the Nafional Exchange Carrier Associafion (NECA) would reimburse These
deducfible minutes are associated with these call types: Interstate, Intemational, Interstate Directory
Assistance, Toll Free and 900. In accordance with FCC rules, States receive only a51% deduction for Toll
Free and 900 minutes since this is what NECA would reimburse. For NECA reimbursement, Sprint uses a
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cumulative report of eligible customers to calculate its monthly reimbursement request. An invoice and
supporting documents are sent monthly to NECA for reimbursement

Arkansas' legislation creating ADHITS is attached as Appendix T

C.6 Complaints

§64.604 (6) (i) Referral of complaint If a complaint to the Commission alleges a violation of this
subpart with respect to intrastate TRS within a state and certification of the program ofsuch state
under §64.605 is in effec~ the Commission shall refer such complaint to such state expeditiously.
(ii) Intrastate complaints shall be resolved by the state within 180 days after the complaint is first
filed with a state entity, regardless of whether it is filed with the state relay administrator, a state
PUC, the relay provider, or with any otherstate entity.

Sprint has a comprehensive Customer Complaint Tracking program. A supervisor or Operations
Administrator is available 24 hours a day to ar.cept complaints, document and forward documentation to
the proper source for resolution Supervisors provide immediate feedback to both the customer and the
CA

Sprint will provide r.opies of each TRS Customer Contact fonn, including the date the r.omplaint was filed,
an explanation of the r.omplaint, the date the r.omplaint was resolved and explanation of the resolution and
any other pertinent infonnation to Arkansas. Further, Sprint maintains a log of each individual r.omplaint
and provides r.omprehensive reports on amonthly and annual basis to each of the Sprint States

The complaint resolution procedure outlines the steps to ensure complaints are resolved within 180 days
of filing. If the r.omplaint concems a specific CA, an Operations Supervisor follows up and resolves the
r.omplaint. The role of the supervisor is to:

• Accept all types of r.omplaints, issues and r.omments
• Handle all service type complaints.
• Resolve r.omplaints with Communication Assistants

• Follow up with customers if requested by the customers.

If the r.omplaint r.oncems a specific technical issue, a trouble ticket is filed and the ticket number is
documented on the customer r.ontact fonn.. The ticket will be investigated and resolved by an on-site
technician. The state-assigned Relay Program Manager is responsible for tracking all technical
r.omplaints and following-up with customers on resolutions

If a misr.ellaneous r.omplaint is filed with customer service, a r.opy is faxed to the appropriate Relay
Program Manager for resolution and follow-up with the customer. Arkansas customers also have the
option of calling our 24-hour Customer Service department (1-800-676-3m) or the Arkansas Relay
Program Manager to file r.omplaints or r.ommendations
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Sprint has the capability to transfer the caller on-line to the Customer Service department A Customer
Service representative will always answer the r,alls live_ The assigned Relay Program Manager is
responsible for tracking all commendations and rAlmplaints and sending copies of Customer Contacts to
the State Relay Administrator by the invoice due date of the following month To assist customers in
identifying contact infonnation for complaints, the toll-free Customer Service number and other contact
infonnation is included on all brochures and Outreach materials, including relay web sites_

Sprint Relay submits all Interstate Relay (Sprint IP, IP Wireless) and Video Relay Service complaints
direclly to the FCC from June 1-May 31 st of each year by the July 1st deadline_

In compliance with recommended FCC regulations, all rAlmplaints are to be resolved within 180 days
Copies of Annual Consumer Complaint Log summaries filed with the FCC are included in Appendix U

C.7 Treatment of TRS Customer Info

(l) Treatment of TRS customer infonnation. Beginning on July 21, 2000, all future contracts
between the TRS administrator and the TRS vendor shall provide for the transfer of TRS customer
profile data from the outgoing TRS vendor to the incoming TRS vendor. Such data must be
disclosed in usable fonn at least 60 days prior to the provider's last day ofservice provision. Such
data may not be used for any purpose other than to connect the TRS user with the called parties
desired by that TRS user. Such infonnation shall not be sold, distributed, shared or revealed in
any other way by the relay center or its employees, unless compelled to do so by lawful order.

The Sprint Customer Preference Database includes such items such as types of call, billing infonnation,
speed dialing, slow typing, carner of choice, as well as emergency numbers, blocked outbound numbers,
language type (English, Spanish, ASL) and call notes are included in the customer profile_ At the end of
the ensuing contract{s) Sprint will transfer all Arkansas database records to the next incoming relay
provider, at least 60 days prior to the last day of servir.e, in ausable fonnat

§64.605 Slate Certification

(a) (1) Certified state program. Any state, through its office of the governor or other delegated
executive office empowered to provide TRS, desiring to establish a state program under this
section shall submi~ not later than October 1, 1992, documentation to the Commission addressed
to the Federal Communications Commission, Chief, Consumer & Governmental Affairs Bureau,
TRS Certification Program, Washington, DC 20554, and captioned "TRS State Certification
Application." All documentation shall be submitted in narrative fonn, shall clearly describe the
state program for implementing intrastate TRS, and the procedures and remedies for enforcing
any requirements imposed by the state program. The Commission shall give public notice of
states filing for certification including notification in the Federal Register.
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Arkansas' TRS program neither circumvents nor r.onfticts with the federal requirements, and is in full
r.ompliance. Attached as Appendix Vis ar.opy ofArkansas' most recent RFP under which the present
provider, Sprint, was selected, calling for adherence to at least the minimum requirements. Telephone
customers pay asurcharge on their phone bills to fund ADHITS, and Arkansas' relay program. Ar.opy of
an AT&T phone bill, showing the line item charge for relay, is shown on appendix W.

Arkansas does not provide Video Relay Servir.es or Intemet Relay services for the state of Arkansas.
Although there are referenr.es to Sprint Relay IP and Sprint Relay VRS services, Arkansas does not
r.ontract to provide these services, nor does Arkansas oversee these services for the state of Arkansas.

64.605(Q Notification ofsubstantive change. (1) States must notify the Commission ofsubstantive
changes in their TRS programs within 60 days of when they occur, and must certify that the state
TRS program continues to meet federal minimum standards after implementing the substantive
change.
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Appendix A: FCC TRS Public Notice, June 22, 2007

{~) PUBLIC NOTICE".,

Federal Communications Commission
445 12th St., sow.
Washington, D.C. 20554

News Media Information 202 f 418-0500
Internet: htlp:llwww,fcc.gov

TTY: 1-888-835-5322

DA07-2761
June 22, 2007

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES THAT
CURRENT TELECOMMUNICATION RELAY SERVICE (TRS) CERTIFICATION WILL

EXPIRE ON JULY 26, 2008, AND PROVIDES A TIMELINE FOR SEEKING
RECERTIFICATION

CG Docket No. 03-123

The current TRS certifications for all slates and territories will expire on July 26. 2008. Under
the TRS regulations, slates can apply for "renewal" one year prior to expiration, ie, July 26, 2007. 47
CoFR § 64.605(c)..

BACKGROUND

TRS enables persons with hearing and speech disabilities to access the telephone system to
communicate with voice telephone users. Congress created the TRS program in Title N ofthe
Americans with Disabilities Act of 1990 (ADA), codified at Section 225 of the Communications Act of
1934. 47 U$C § 225. Under the slatute, TRS services are intended to be functionally equivalent to
voice telephone service. The TRS regulations set forth mandatory minimum slandards that TRS
providers must follow in offering service, and are intended to ensure that TRS meets the functional
equivalency mandate. See 47 CFR §64.604 (set forth in the atlached Appendix).

Because the slates have primary responsibilily for the oversight and compensation of intrastate
TRS, the regulations also set forth the process by which slate TRS programs may be certified. 47 C.FR
§ 64.605; see alw 47 U.S-CO §§ 225(c) & (d)(3XB). The slate certification process is intended to ensure
that TRS is provided in a uniform manner throughout the United States and territories. The relevant
sections of § 64.605 are set forth in the Appendix.

APPLICATIONS FOR CERTIFICATION:

Applications for certification (or renewal ofcertification) may be filed with the Commission
beginning July 26, 2007. AJI certified slate TRS programs are required to provide traditional (TTY­
based) TRS, interslate Spanish language traditional TRS, and Speech-to-Speech (STS) service. Ifa
slate program also offers Internet Protocol (IP) Relay, Video Relay Service (VRS), Captioned Telephone
Service, or IP Captioned Telephone Service, the slate must also demonstrate that it provides these
services consistent with the rules.
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Although there is no deadline for filing, renewal applications should be filed by October I,
2007, to give the Commission time to review and rule on the applications prior to the expiration ofthe
prior certification.

Applications for certification are reviewed to determine whether the state TRS program has
sufficiently documented that it meets all ofthe applicable mandatory minimum standards set forth in
Section 64604 Ifthe program exceeds the mandatory minimum standards, the state must certif'y that
the program does not conflict with federal law.

PROCEDURES FOR FILING: All filings mnst reference CG Docket No. 03-123.

Electronic Filers: Filings may be filed electronically using the Internet by accessing the ECFS:
http://www.fcc.gov/cgb/ecfs/. Follow the instructions provided on the website for submitting electronic
filings.

'" For ECFS filers, ifmultiple docket or rulemaking numbers appear in the caption ofthis
proceeding, filers must transmit one electronic copy ofthe filing for each docket or rulemaking
number referenced in the caption" In completing the transmittal screen, filers should include
their full name, US.. Postal Service mailing address, and the applicable docket or rulemaking
number.. Parties may also submit an electronic filing by Internet email. To get filing
instructions, filers should send an email to ecfs@fcc.gov,and include the following words in the
subject line or body ofthe message: get form <your email address>. A sample form and
directions will be sent in response.

Paper Filers: Parties who choose to submit by paper must submit an original and four copies
ofeach filing on or before October I, 2007. To expedite the processing ofcomplaint log summaries,
states and interstate TRS providers are encouraged to submit an additional copy to Attn: Diane Mason,
Federal Communications Commission, Consumer & Governmental Affairs Bureau, 445 Uti, Street, SW,
Room 3-A503, Washington, nc 20554 or by email at Diane.Mason@fcc.gov. Parties should also
submit electronic disk copies of their certification filing on a standard 3.5 inch diskette or CD-Rom
formatted in an IBM compatible format using Word 2003 or compatible software. The electronic media
should be submitted in "read-only" mode and must be clearly labeled with the state's name, the filing
date and captioned "TRS Certification Application .."

Filings can be sent by hand or messenger delivery, by electronic media, by commercial
overnight courier, or by first-class or overnight US. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail),. The Commission's contractor will receive
hand-delivered or messenger-delivered paper filings or electronic media for the Commission's Secretary
at 236 Massachusetts Avenue, NE, Suite I 10, Washington, D.C. 20002. The filing hours at this location
are 8:00 a.m. to 7:00 pm. All hand deliveries must be held together with rubber bands or fasteners. Any
envelopes must be disposed ofbefore entering the building. Commercial and electronic media sent by
overnight mail (other than US. Postal Service Express Mail and Priority Mail) must be sent to 9300 East
Hampton Drive, Capitol Heights, MD 20743. US. Postal Service first-class mail, Express Mail, and
Priority Mail should be addressed to 445 I2ti

' Street, SW, Washington, nc 20554 All filings must be
addressed to the Commission's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 12ti

' Street, SW, Room TW-B204, Washington, D.C. 20554.

SUMMARY OF STATE TRS PROGRAM CERTIFICATION TIMEL1NE:
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DATE ITEM FCC ACTION
October, 2007 Public Notices are issued indicating that Public Notices are released seeking

applications bave been received by the comment on the filing Comments
Commission and seeking comment due within 30 days and then an

additional 15 days for reply
comments.

September 2007 - May Applications for TRS recertification are Deficiency letters are sent to
2008 reviewed for compliance with 47 c.F.R. §§ request additional information that

64..604 & 64.605 demonstrates compliance with the
mandatory minimum reauirements.

May - July, 2008 Public Notices informing slJltes that their Publie Notice
applications for recertification have been
reviewed and certification has been renewed.

ADDmONAL INFORMATION

A copy ofthis Public Notice and related documents are available for public inspection and
copying during regular business hours at the FCC Reference Information Center, POrlJlls II, 445 12th
Street, SW., Suite CY-A257, Washington, DC 20554, (202) 418-0270 These documents also may be
purchased from the Commission's duplicating contractor, Best Copy and Printing, Inc.. (BCPI), Portals
II, 445 12th Street, SW., Room CY-B402, Washington, D.G. 20554. Customers may contact BCPI at
their web site: www.bcpiweb.com or by calling 1-800-378-3160. Filings also may be found by
searching on the Commission's Electronic Comment Filing System (ECFS) at
http://www.fcc..gov/cgb/ecfs (insert CG Docket No. 03-123 into the Proceeding block).

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fcc504@fcc.gov or call the Consumer and
Governmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public Notice
also can be downloaded in Word or PorlJlble Document Format (PDF) at: http://www.fcc.gov/cgb/dro.

For further information regarding this Public Notice, please contact Diane Mason, Consumer &
Governmental Affairs Bureau, Disability Rights Office, at (202) 418-7126 (voice), (202) 418-7828
(TTY), or e-mail at Diane.MasonlaJ,fcc.gov.
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APPENDIX

RELEVANT RULES:

§64.604 MANDATORY MINIMUM STANDARDS!

The standards in this section are applicable December 18,2000, except as stated in paragraphs (c)(2) and (c)(7) of
this section

(a) Operational stondord'-{I) Communicotiol1.5 assistant (CA). (i) IRS providers are responsihle for requiring that
all CAs be sufficiently trnined to effectively meet the specialized communications needs ofindividuals with hearing
and speech disabilities.

(ii) CAs must have competent skills in typing, grammar, spelling, interpretation oftypewritten ASL, and familiarity
with hearing and speech disability cultures, languages and etiquette. CAs must possess clear and articulate voice
communications,

(iii) CAs must provide a typing speed ofa minimum of60 words per minute. I echnological aids may be used to
reach the required typing speed.. Providers must give oral-to-type tests ofCA speed..

(iv) IRS providers are responsible for requiring that VRS CAs are qualified interpreters. A "qualified interpreter" is
able to interpret effectively, accurately, and impartially, both receptively and expressively, using any necessary
specialized vocahulary.

(v) CAs answering and placing a TTY-based IRS or VRS call must stay with the call for a minimum often
minutes.. CAs answering and placing an SIS call must stay with the call for a minimum offifleen minutes

(vi) IRS providers must make best efforts to accommodate a IRS user's requested CA gender when a call is
initiated and, ifa trnnsfer occurs, at the time the call is trnnsferred to another CA.

(vii) IRS shall trnnsmit conversations between TTY and voice callers in real time.

(2) Confidentiality and conversation content (i) Except as authorized by section 705 ofthe Communications Act,
47 US.C 605, CAs are prohibited from disclosing the content ofany relayed conversation regardless of content,
and with a limited exception for SIS CAs, from keeping records ofthe content of any conversation beyond the
duration ofa call, even ifto do so would be inconsistent with state or local law. SIS CAs may retain information
from a particular call in order to facilitate the completion ofconsecutive calls, at the request ofthe user. The caller
may request the SIS CA to retain such information, or the CA may ask the caller ifhe wants the CA to repeat the
sarne information during subsequent calls The CA may retain the information only for as long as it takes to
complete the subsequent calls.

(ii) CAs are prohibited from intentionally altering a relayed conversation and, to the extent that it is not inconsistent
with federal, state or local law regarding use oftelephone company fucilities for illegal purposes, must relay all
conversation verbatim unless the relay user specifically requests summarization, or if the user requests interpretation
of an ASL call. An SIS CA may fucilitate the call of an SIS user with a speech disability so long as the CA does
not interfere with the independence ofthe user, the user maintains control ofthe conversation, and the user does not
object Appropriate measures must be taken by r"lay providers to ensure that confidentiality ofVRS users is
maintained..

(3) Type, ofcall,. (i) Consistent with the obligations of telecommunications carrier operators, CAs are prohibited
from refusing single or sequential calls or limiting the length ofcalls utilizing relay services

(ii) Relay services shall be capable of handling any type ofcall normally provided by telecommunications carriers
unless the Commission determines that it is not technologically feasible to do so. Relay service providers have the
burden ofproving the infeasibility of handling any type of call.

(iii) Relay service providers are permitted to decline to complete a call because credit authorization is denied.

(iv) Relay services shall be capable ofhandling pay-per-call calls

! Note that some ofthese requirements have been waived for certain forms ofTRS.

38



(v) TRS providers are required to provide the following types ofTRS calls: (I) Text-ta-voice and voice-ta-rext; (2)
YCO, two-line YCO, YCO-to-nY, and YCO-ta-YCO; (3) HCO, two-line HCO, HCO-to-nY, HCO-to-HCO.

(vi) TRS providers are required to provide the following features: (I) Call release functionality; (2) speed dialing
functionality; and (3) three-way calling functionality.

(vii) Yoicemail and interactive menus. CAs must alert the TRS user to the presence ofa recorded message and
interactive menu through a hot key on the CA's terminal.. The hot key will send text from the CA to the consumer's
nY indicating that a recording or interactive menu has been encountered.. Relay providers shall eleClmnically
capture recorded messages and retain them for the length ofthe calL Relay providers may not impose any charges
for additional calls, which must be made by the relay user in order to complete calls involving recorded or
interactive messages.

(viii) TRS providers shall provide, as TRS features, answering machine and voice mail retrievaL

(4) Handling ofemergency cail> Providers must use a system for incoming emergency calls tha~ at a minimum,
automatically and immediately Irnnsfers the caller to an appropriate Public Safety Answering Point (pSAP).. An
appropriate PSAP is either a PSAP that the caller would have reached ifhe had dialed 911 directly, or a PSAP that
is capable ofenabling the dispareh ofemergency services to the caller in an expeditious manner..

(5) STS called numbers. Relay providers must offer STS users the option to maintain at the relay center a list of
narnes and telephone numbers which the STS user calls When the STS user requests one ofthese narnes, the CA
must repeat the narne and state the relephone number to tile STS user This information must be Irnnsferred to any
new STS provider

(b) Technical stondards--{I) ASCII and Baudot. TRS shall be capable ofcommunicating with ASClJ and Baudot
forma~ at any speed generally in use.

(2) Speed ofaniwa (i) TRS providers shall ensure adequate TRS facility staffing to provide callers with efficient
access under projected calling volumes, so that the probability of a busy response due to CA unavailability shall be
functionally equivalent to what a voice caller would experience in attempting to reach a party through the voice
telephone network.

(il) TRS facilities shall, except during network failure, answer 85% ofall calls within 10 seconds by any method
which results in the caller's call immediately being placed, not put in a queue or on hold.. The ten seconds begins at
the time the call is delivered to the TRS filcility's network A TRS facility shall ensure that adequate network
filcilities shall be used in conjunction with TRS so that under projected calling volume the probability ofa busy
response due to loop tronk congestion shall be functionally equivalent to what a voice caller would experience in
at1empting to reach a party through the voice telephone network

(A) The call is considered delivered when the TRS facility's equipment accepts the call from the local exchange
carrier (LEC) and the public switched network actually delivers the call to the TRS filcility.

(8) Abandoned calls shall be included in the speed-<lf-answer calculation.

(C) A TRS provider's compliance with this rule shall be measured on a daily basis.

(D) The system shall be designed to a POI standard.

(E) A LEC shall provide the call attempt rates and the rates ofcalls blocked between the LEC and the TRS filcility
to relay administrators and TRS providers upon request

(iii) Speed of answer requirements for VRS providers are phased-in as follows: by lanuary 1,2006, VRS providers
must answer 80% of all calls within 180 seconds, measured on a monthly basis; by July 1,2006, YRS providers
must answer 80% of all calls within 150 seconds, measured on a monthly basis; and by January 1,2007, VRS
providers must answer 80% of all calls within 120 seconds, measured on a monthly basis. Abandoned calls shall be
included in the VRS speed ofanswer calculation.

(3) Equal access to interexchange carriers.. TRS users shall have access to their chosen interexchange carrier
through the TRS, and to all other operator services, to the sarne extent that such access is provided to voice users

(4) TRSfacilities. (I) TRS shall operate every day, 24 hours a day. Relay services that are not mandated by this
Commission need not be provided every day, 24 hours a day, except VRS..
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(Ii) TRS shall have redundancy features functionally equivalent to the equipment in normal central offices, including
uninterruptible power for emergency use..

(5) Technology. No regulation set forth in Ihis subpart is intended to discoUJ1lge or impair the development of
improved technology that fosters the availability oftelecommunications to person wilh disabilities.. TRS fucilities
are permitted to use SS7 technology or any other type ofsimilar technology to enhance Ihe functional equivalency
and quality ofTRS TRS facilities that utilize SS7 technology shall be subject to the Calling Party Telephone
Number rules set forth at 47 CFR 64J600 et seq

(6) Caller lD When a TRS facility is able to transmit any calling party identifying information to Ihe public
network, the TRS facility must pass through, to the called party, at least one of the following: Ihe number ofthe
TRS fucility, 711, or Ihe ]O-digit number of Ihe calling party.

(c) Functionalstandards-{I) Consumer complaint logs(i) States and interstate providers must maintain a log of
consumer complaints including all complaints about TRS in Ihe state, whether filed with the TRS provider or the
State, and must retain the log until the next application for certification is granted. The log shall include, at a
minimum, the date Ihe complaint was filed, the nature ofthe complaint, the date of resolution, and an explanation of
the resolution.

(ii) Beginning July I, 2002, states and TRS providers shall submit summaries oflogs indicating the number of
complaints received for Ihe ]2-month period ending May 31 to the Commission by July I ofeach year.. Summaries
oflogs submitted to the Commission on July 1,200] shall indicate the number ofcomplaints received from the date
ofOMB approvallhrough May 31, 2001.

(2) Contact persons Beginning on June 30, 2000, State TRS Programs, interstate TRS providers, and TRS
providers that have state contracts must submit to the Commission a contact person and/or office for TRS consumer
information and complaints about a certified State TRS Program's provision ofinl!astate TRS, or, as appropriate,
about Ihe TRS provider's service, This submission must include, at a minimum, the following:

(i) The name and address of the office that receives complaints, grievances, inquiries, and suggestions;

(Ii) Voice and TTY telephone numbers, fax number, e-mail address, and web address; and

(iii) The physical address to which correspondence should be sent

(3) Public access to i'!formation Carriers, through publication in their directories, periodic billing inserts, placement
ofTRS instructions in telephone directories, through directory assistance services, and incorporation of TTY
numbers in telephone directories, shall assure that callers in Iheir service areas are aware ofthe availability and use
ofall forms of TRS Efforts to educate the public about TRS should extend to all segments of the public, including
individuals who are hard ofhearing, speech disabled, and senior citizens as well as members of Ihe general
population. In addition, each common carrier providing telephone voice transmission services shall conduct, not
later Ihan October I, 2001, ongoing education and ourreach programs Ihat publicize Ihe availability of7] I access to
TRS in a manner reasonably designed to reach Ihe largest number ofconsumers possible.

(4) Rates TRS users shall pay rates no greater Ihan Ihe rates paid for functionally equivalent voice communication
services wilh respect to such factors as Ihe duration oflhe call, Ihe time ofday, and Ihe distance from the point of
origination to Ihe point oftermination,

(5) Jurisdictional separation ofcost5--{i) General Where appropriate, costs ofproviding TRS shall be separated in
accordance wilh Ihejurisdictional separation procedures and standards set forth in Ihe Commission's regulations
adopted pursuant to section 41 0 oflhe Communications Act of 1934, as amended.

(Ii) Cost recovery. Costs caused by interstate TRS shall be recovered from all subscribers for every interstate
service, utilizing a shared-funding cost recovery mechanism. Except as noted in Ihis paragraph, wilh respect to
VRS, costs caused by intrastate TRS shall be recovered from Ihe intrastatejurisdiction. In a state Ihat has a certified
program under §64,605, the state agency providing TRS shall, Ihrough the state's regulatory agency, permit a
common carrier to recover costs incurred in providing TRS by a melhod consistent wilh Ihe requirements ofthis
section Costs caused by Ihe provision of interstate and intrastate VRS shall be recovered from all subscnbers for
every interstate service, utilizing a shared-funding cost recovery mechanism

(iii) Telecommunications Relay Services Fund Effective July 26, 1993, an Interstate Cost Recovery Plan,
hereinafter referred to as the TRS Fund, shall be administered by an entity selected by the Commission
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(administrator) The initial administrator, for an interim period, will be the National Exchange Carrier Association,
Inc.

(A) Contribution'i. Every carrier providing interstate telecommunications services shall contribute to the TRS Fund
on the basis of interstate end-user telecommunications revenues as described herein Contributions shall be made by
all carriers who provide interstate services, including, but not limited to, cellular telephone and paging, mobile radio,
operator services, personal communications service (PCS), access (including subscnber line charges), alternative
access and special access, paeket-switcbed, WATS, 800, 900, message telephone service (MTS), private line, telex,
telegraph, video, satellite, intraLATA, international and resale serviccs.

(8) Contribution computations Contributors' contribution to the TRS fund shall be the product of their subject
revenues for the prior calendar year and a contribution fuctor determined annually by the Commission. The
contribution factor shall be based on the ratio between expected TRS Fund expenses to interstate end-user
telecommunications revenues In the event that contributions exceed TRS payments and adminislmtive eosts, the
contribution fuetor for the following year will be adjusted by an appropriate amoun~ taking into eonsideration
projected cost and usage changes. In the event that contnbutions are inedequate, the fund administrator may request
authority from the Commission to borrow funds commercially, with such debt secured by future years'
contributions. Each subject carrier must contribute at least $25 per year, Carriers whose annual contributions total
less than $I,200 must pay the entire contribution at the beginning of the contribution period., Service providers
whose contributions total $] ,200 or more may divide their contributions into equal monthly payments Carriers shall
complete and submi~ and contributions shall be based on, a "1elecommunications Reporting Wori<sheef' (as
published by the Commission in the Federal Register) 111e worksheet shall be certified to by an officer of the
conlIibutor, and subject to verification by the Commission or the administrator at the discretion ofthe Commission.
Contnbutors' statements in the worksheet shall be subject to the provisions ofsection 220 of the Communications
Aet of 1934, as amended, The fund administrator may bill contnbutors a separate assessment for reasonable
administrative expenses and interest resulting from improper filing or overdue contnbutions The Chief of the
Consumer & Governmental Affairs Bureau may waive, reduce, modifY or eliminate contributor reporting
requirements that prove unnecessary and require additional reporting requirements that the Bureau deems necessary
to the sound and efficient administration ofthe TRS Fund,

(C) Data collectionfrom TRS Providers. TRS providers shall provide the administrator with lIue and edequate data
necessary to determine TRS fund revenue requirements and payments., TRS providers shall provide the
administrator with the following: total TRS minutes ofuse, total interstate TRS minutes of use, total IRS operating
expenses and total TRS inveslInent in general accordance with part 32 of the Communications Ac~ and other
historical or projected information reasonably requested by the administrator for purposes ofcomputing payments
and revenue requirements. The administrator and the Commission shall have the authority to examine, verifY and
audit data received from IRS providers as necessary to assure the accuracy and integrity of fund payments,

(D) [Reserved]

(E) Payments to TRS providers. TRS Fund payments shall be distributed to TRS providers based on formulas
approved or modified by the Commission. The administrator shall file schedules ofpayment formulas with the
Commission Such formulas shall be designed to compensate IRS providers for reasonable costs ofproviding
interstate IRS, and shall be subject to Commission approval. Such formulas shall be based on total monthly
interstate TRS minutes ofuse, IRS minutes ofuse for purposes ofinterstate cost recovery under the TRS Fund are
defined as the minutes ofuse for completed interstate TRS calls placed through tile IRS center beginning after call
set-up and concluding after the last message call unit In addition to the data required under paragraph (c)(5)(iii)(C)
ofthis section, all TRS providers, including providers who are not interexchange carriers, local exchange carriers, or
certified state relay providers, must submit reports of interstate IRS minutes ofuse to the administrator in order to
receive payments. The administrator shall establish procedures to verify payment claims, and may suspend or delay
payments to a TRS provider if the IRS provider fails to provide adequate verification ofpayment upon reasonable
reques~ or ifdirected by the Commission to do so., The TRS Fund administrator shall make payments only to
eligible TRS providers operating pursuant to the mandatory minimum standards as required in §64.,604, and after
disbursements to the administrator for reasonable expenses incurred by it in connection with TRS Fund
administration. IRS providers receiving payments shall file a form prescnbed by the administrator.. The
administrator shall fashion a form that is consistent with parts 32 and 36 procedures reasonably tailored to meet the
needs ofIRS providers. The Commission shall have authority to audit providers and have access to all data,
including carrier specific data, collected by the fund administrator.. The fund administrator shall have authority to
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audit IRS providers reporting data to the administrator. The fonnulas should appropriately compensate interstate
providers for the provision ofVRS, whether intrastate or interstate

(F) TRS providers eligible for receiving payments from the TRS Fund are:

(1) IRS fucilities operated under contract with and/or by certified state TRS programs pursuantto §64,605; or

(2) TRS facilities owned by or operated under contract with a common carrier providing interstate services operated
pursuant to §64604; or

(3) Interstate common carriers offering TRS pursuant to §64..604; or

(4) Video Relay Service (VRS) and Internet Protocol (lP) Relay providers certified by the Commission pursuant to
§64.605..

(G) Any eligible IRS provider as defined in paragraph (c)(5)(iii)(F) ofthis section shall notifY the administrator of
its intent to participate in the TRS Fund thirty (30) days prior to submitting reports ofTRS interstate minutes ofuse
in order to receive payment settlements for interstate TRS, and failure to file may exclude the IRS provider from
eligibility for the year..

(l~) Administrator reporting, monitoriog, and filing requirements.. The administrator shall perfonn all filing and
reporting functions required in paragraphs (c)(5)(iii)(A) through (c)(5)(iii)(l) ofthis section.. TRS payment formulas
and revenue requirements shall be filed with the Commission on May I ofeach year, to be effective the following
July I.. The administrator shall report annually to the Commission an itemization of monthly administrative costs
which shall consist of all expenses, receipts, and payments associated with the administration of the IRS Fund. The
administrator is required to keep the TRS Fund separate from all other funds administered by the administrator,
shall file a cost allocation manual (CAM) and shall provide the Commission full access to all data collected pursuant
to the administration ofthe TRS Fund, The administrator shall account for the financial transactions of the TRS
Fund in accordance with generally accepted accounting principles for federal agencies and maintain the accounts of
the TRS Fund in aceordance with the United States Government Standard General Ledger.. When the administrator,
or any independent auditor hired by the administrator, conducts audits ofproviders ofserviees under the TRS
program or contributors to the TRS Fund, sueh audits shall be conducted in accordance with generally accepted
government auditing standards. In administering the TRS Fund, the administrator shall also comply with all relevant
and applicable federal financial management and reporting statutes, The administrator shall establish a non-paid
voluntary advisory committee of persons from the hearing and speech disability community, TRS users (voice and
text telephone), interstate service providers, state representatives, and TRS providers, which will meet at reasonable
intervals (at least semi-annually) in order to monitor TRS cost recovery matters. Each group shall select its own
representative to the eommittee. The administrator's annual report shall include a discussion ofthe advisory
committee deliberations

(l) Information filed with the administrator:. The administrator shall keep all data obtained from contributors and
TRS providers confidential and shall not disclose such data in company-specific fonn unless directed to do so by the
Commission, Subject to any restrietions imposed by the Chiefofthe Consumer & Governmental Affairs Bureau,
the TRS Fund administrator may share data obtained from carriers with the administrators ofthe universal support
mechanisms (See 47 CFR 54..70 I ofthis chapter), the North American Numbering Plan administration cost
recovery (See 47 CFR 52.16 ofthis cbapter), and the long-tenn local number portability cost recovery (See 47 CFR
5232 of this chapter). The TRS Fund administrator shall keep confidential all data obtained from other
administrators. The administrator shall not use such data except for purposes ofadministering the TRS Fund,
calculating the regulatory fees ofinterstate common carriers, and aggregating such fee payments for submission to
the Commission. The Commission shall have access to all data reported to the administrator, and authority to audit
TRS providers.. Conlnbutors may make requests for Commission nondisclosure ofcompany-specific revenue
infonnation under §OA59 ofthis chapter by so indicating on the Telecommunications Reporting Worksheet at the
time that the subject data are submitted. The Commission shall make all decisions regarding nondisclosure of
company-specific infonnation.

(l) The administrator's perfonnance and this plan shall be reviewed by the Commission after two years.

(K) All parties providing services or contributions or receiving payments under this section are subject to the
enforcement provisions specified in the Communications Act, the Americans with Disabilities Act, and the
Commission's rules
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(6) Complaints-{i) Riferral ojcomplaint !fa complaint to the Commission alleges a violation of this subpart with
respect to intrastate TRS within a state and certification ofthe program ofsucb state under §64..605 is in effect, the
Commission shall refer such complaint to such state expeditiously.

(ii) Intrastate complaints shall be resolved by the slate within] 80 days after the complaint is first filed with a slate
entity, regardless ofwhether it is filed with the state relay administrator, a slate PUC, the relay provider, or with any
other slate entity.

(iii) Jurisdiction ojCommission. After referring a complaint to a state entity under paragraph (c)(6)(i) of this section,
or ifa complaint is filed directly with a state entity, the Commission shall exercise jurisdiction over such complaint
only if:

(A) Final action under such slate program has not been taken within:

(I) 180 days after the complaint is filed with such slate entity; or

(2) A shorter period as prescribed by the regulations ofsuch state; or

(B) The Commission determines that such state program is no longer qualified for certification under §64.605.

(iv) The Commission shall resolve within] 80 days after the complaint is filed with the Commission any interstate
TRS complaint alleging a violation of section .225 ofthe Act or any complaint involving intrastate relay services in
states without a certified program.. The Commission shall resolve intrastate complaints over which it exercises
jurisdiction under paragraph (c)(6)(iii) ofthis seetion within 180 days.

(v) Complaint procedures. Complaints against TRS providers for alleged violations ofthis subpart may be either
informal or formal

(A) l'!formal complaints-{l) Form An informal complaint may be transmitted to the Consumer & Govemmental
Affuirs Bureau by any reasonable means, sueh as letter, facsimile transmission, telephone (voicefTRSfTTY),
Intemet e-mail, or some other method that would best accommodate a complainant's hearing or speech disability.

(2) Content. An informal complaint sball include the name and address of the complainant; the name and address of
the TRS provider against whom the complaint is made; a statement offucts supporting the complainanes allegation
that the TRS provided it has violated or is violating section 225 ofthe Act and/or requirements under the
Commission's rules; the specific relief or satisfaction sought by the complainant; and the complainanes preferred
format or method ofresponse to the complaint by tile Commission and the defendant TRS provider (such as letter,
fucsimile transmission, telephone (voiceffRSfTTY), Intemet e-mail, or some other method that would best
accommodate the complainant's hearing or speech disability).

(3) Service; designation ojagents. The Commission shall promptly forward any complaint meeting the
requirements ofthis subsection to the IRS provider named in the complaint. Such TRS provider shall be called
upon to satisfY or answer the complaint within the time specified by the Commission Every TRS provider shall file
with the Commission a statement designating an agent or agents whose principal responsibility will be to receive all
complaints, inquiries, orders, decisions, and notices and other pronouncements forwarded by the Commission. Such
designation shall include a name or department designation, business address, telephone number (voice and TIY),
fucsimile number and, ifavailable, internet e-mail address.

(8) Review and disposition ojinformal complaints (1) Where it appears from the TRS provider's answer, or from
other communications with the parties, that an informal complaint has been satisfied, the Commission may, in its
discretion, consider the matter closed without response to the complainant or defendant. In all other cases, the
Commission shall inform the parties ofits review and disposition of a complaint filed undcr this subpart. Where
practicable, this information shall be transmitted to the complainant and defendant in the manner requested by the
complainant (e.g., letter, fucsimile transmission, telephone (voicelTRSrrTY) or Internet e-mail..

(2) A complainant unsatisfied with the defendanes response to the informal complaint and the stall's decision to
terminate action on the informal complaint may file a formal complaint with the Commission pursuant to paragraph
(c)(6)(v)(C) of this section.

(C) Formal complaints A formal complaint shall be in writing, addressed to the Federal Communications
Commission, Enforcement Bureau, Telecommunications Consumer Division, Washington, DC 20554 and shall
contain:
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(I) TI,e name and address of the complainan~

(2) The name and address ofthe defendant against whom the complaint is made,

(3) A complete statement of the facts, including supporting data, where available, showing that such defendant did
or omittad to do anything in contraventinn of this subp~ and

(4) The reliefsought

(D) Amended comploinls An amended complaint selting forth transactions, occurrences or events which have
happened since the filing ofthe original complaint and which relate to the original cause of action may be filed with
the Commission,

(E) Number olcopie, An original and two copies ofall pleadings shall be filed.

(F) Service. (I) Except where a complaint is referred to a slate pursuant to §64..604(c)(6)(1), or where a complaint is
filed directly with a state entity, the Commission will serve on the named party a copy ofany complaint or amended
complaint filed with i~ together with a notice ofthe filing of the complaint Such notice shall call upon the defendant
to satisfY or answer the complaint in writing within the time specified in said notice ofcomplaint

(2) All subsequent pleadings and briefs shall be served by the filing party on all other parties to the proceeding in
accordance with the requirements of§147 of this chapter.. Proofofsuch service shall also be made in accordance
with the requirements ofsaid section.

(G) Answers 10 complaints and amended complaints Any party upon whom a copy ofa complaint or amended
complaint is served under this subpart shall serve an answer within the time specified by the Commission in its
notice ofcomplaint The answer shall advise the parties and the Commission fully and completely of the nature of
the defense and shall respond specifically to all material allegations ofthe complaint In cases involving allegations
ofhanm, the answer shall indicate what action has been taken or is proposed to be taken to stop the occurrence of
such hanm.. Collateral or immaterial issues shall be avoided in answers and every effort should be made to narrow
the issues. Matters alleged as affirmative defenses shall be separately stated and numbered. Any defendant failing to
file and serve an answer within the time and in the manner prescnbed may be deemed in default

(H) Replies 10 answers or amended answers Within 10 days after service ofan answer or an amended answer, a
complainant may file and serve a reply which shall be responsive to matters contained in such answer or amended
answer and shall not contain new matter Failure to reply will not be deemed an admission ofany allegation
contained in such answer or amended answer

(I) Defective pleadings. Any pleading filed in a complaint proceeding that is not in substantial conformity with the
requirements ofthe applicable rules in this subpart may be dismissed.

(7) Trealment ofTRS customer iliformalion Beginning on July 21, 2000, all future contracts between the TRS
administrator and the TRS vendor shall provide for the transfer ofTRS customer profile data from the outgoing
TRS vendor to the incoming TRS vendor.. Such data must be disclosed in usable form at least 60 days prior to the
provider's last day ofservice provision. Such data may not be used for any purpose other than to connect the TRS
user with the called parties desired by that TRS user Such information shall nol be sold, distributee!, shared or
revealed in any other way by the relay center or its employees, unless compelled to do so by lawful order

[65 FR38436,June21, 2000, as amended at 65 FR54804, Sept 11,2000; 67 FR 13229,Mar. 21,2002; 68 FR
50977, Aug.. 25,2003; 69 FR 5719, Feb. 6, 2004; 69 FR 53351, Sept 1,2004; 69 FR55985, Sept 17,2004; 69 FR
57231, Sept24, 2004; 70 FR51658, Aug 31,2005; 70 FR 76215, Dec.. 23, 2005]

§64.60S STATE CERTIFICATION.

(a) Slate documentation-(I) Certi/iedslate program Any state, through its office ofthe governor or other
delegated executive office empowered to provide TRS, desiring to establish a state program under this section shall
submi~ not later than October I, 1992, documentation to the Commission addressed to the Federal Communications
Commission, Chief, Consumer & Govemmental Affilirs Bureau, TRS Certification Program, Washington, DC
20554, and captioned "TRS State Certification Application." All documentation shall be submitted in narrative
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funn, shall clearly describe the state program for implementing intrastate IRS, and the procedures and remedies for
enforcing any requirements imposed by the state program.. The Commission shall give public notice ofstates filing
for certification including notification in the Federal Register.

(2) VRS andIP Relay pravider. Any entity desiring to provide VRS or IP Relay services, independent from any
certified state IRS program or any IRS provider otherwise eligible for compensation from the Interstate TRS Fund,
and to receive compensation from the Interstate IRS Fund, shall submit documentation to the Commission
addressed to the Federal Communications Commission, Chief, Consumer & Govemmental Affairs Bureau, IRS
Certification Program, Washington, DC 20554, and captioned "VRS and IP Relay Certification Application." The
documentation shall include, in narrative form:

(i) A description ofthe forms ofTRS to be provided (i e., VRS and/or IP Relay);

(ii) A description ofhow the provider will meet all non-waived mandatory minimum standards applicable to each
form ofIRS offered;

(iii) A description ofthe providers procedures for ensuring compliance with all applicable IRS rules;

(iv) A description of the providers complaint procedures;

(v) A narrative descnbing any areas in which the providers service will differ from the applicable mandatory
minimum standards;

(vi) A narrative establishing timt services that differ from the mandatory minimum standards do not violate
applicable mandatory minimum standards;

(vii) Demonstration ofstatus as a common canier; and

(viii) A statement that the provider will file annual compliance reports demonstrating continued compliance with
these rules.

(b) (I) RequiremenlsJor state certification After review ofstate documentation, the Commission shall certify, by
leiter, or order, the state program if the Commission determines that the state certification documentation:

(i) Establishes that the state program meets or exceeds all operational, technical, and functional minimum standards
contained in §64.604;

(ii) Establishes that the state program makes available adequate procedures and remedies for enforcing the
requirements ofthe state program, including that it makes available to IRS users informational materials on state
and Commission complaint procedures sufficient for users to know the proper procedures for filing complaints; and

(iii) Where a state program exceeds the mandatory minimum standards contained in §64.604, the state establishes
that its program in no way conflicts with federal law.

(2) Requirements for VRS and IP Relay Provider FCC Certification. After review of certification documentation,
the Commission shall certifY, by Public Notice, that the VRS or IP Relay provider is eligible for compensation from
the loterstate IRS Fund if the Commission determines that the certification documentation:

(i) Establishes that the provision ofVRS and/or IP Relay will meet or exceed all non-waived operational, technical,
and functinnal minimum standards cnntained in §64.604;

(ii) Establishes that the VRS and/or IP Relay provider makes available adequate procedures and remedies for
ensuring compliance with the requirements ofthis section and the mandatory minimum standards contained in
§64.604, including that it makes available for IRS users informational materials on complaint procedures sufficient
fur users to know the proper procedures for filing complaints; and

(iii) Where the IRS service differs from the mandatory minimum standards contained in §64.604, the VRS and/or
IP Relay provider establishes that its service does not violate applicable mandatory minimum standards

(c)(1) State certification period State certification shall remain in effect for five years.. One year prior to expiration
ofcertification, a state may apply for renewal of its certification by filing documentation as prescnbed by
paragraphs (a) and (b) ofthis section.

(2) VRS andIP Relay Provider FCC certification period Certification granted under this section shall remain in
effect for five years. A VRS or IP Relay provider may apply for renewal of its certification by filing documentation
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with the Commission, at least 90 days prior to expiration of certification, containing the information described in
paragraph (a)(2) ofthis section

(d) Method offimding Except as provided in §64.604, the Commission shall not refuse to certify a state program
based solely on the method such state will implement for funding intrastate TRS, but funding mechanisms, if
labeled, shall be labeled in a manner that promote national understanding ofTRS and do not offend the public.

(e)(1) Su,pension or revocation ofstate certification. The Commission may suspend or revoke such certification if,
after notice and opportunity for hearing, the Commission determines that such certification is no longer warranted..
In a state wbose program has been suspended or revoked, the Commission shall take such steps as may be
necessary, consistent with this subpart:, to ensure continuity of TRS The Commission may, on its own motion,
require a certified state program to submit documentation demonstrating ongoing compliance with the
Commission's minimum standards if~ for example, the Commission receives evidence that a state program may not
be in compliance with the minimum standards

(2) Suspension or revocation ofVRS andIP Relay Provider FCC certification The Commission may suspend or
revoke the certification of a VRS or IP Relay provider if, after notice and opportunity for hearing, the Commission
determines that such certification is no longer warranted., The Commission may, on its own motion, require a
certified VRS or IP Relay provider to submit documentation demonstrating ongoing compliance with the
Commission's minimum standards if~ for example, the Commission receives evidence that a certified VRS or IP
Relay provider may not be in compliance with ti,e minimum standards.

(I) Notification ofsubstantive change. (I) States must notify the Commission of substantive changes in their TRS
programs within 60 days of when they occur, and must certifY that the state TRS program continues to meet federal
minimum standards after implementing the substantive change.

(2) VRS and IP Relay providers certified under this section must notifY the Commission ofsubstantive changes in
their TRS programs, services, and features within 60 days ofwhen such changes occur, and must certifY that the
interstate TRS provider continues to meet federal minimum standards after implementing the substantive change..

(g) VRS and IP Relay providers certified under this section shall file with the Commission, on an annual basis, a
report providing evidence that they are in compliance with §64.604..

[70 FR 76215, Dec. 23,2005]
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Appendix B: Sprint TRS, STS, CapTel, and VRS Training Outlines

SprintTRS Training Outline

Module

I
Module Description

Module 1 Orientation

... Objectives

... Welcome & History

... Future of Sprint

... What is Relay?

... CATraining

... Call Flow Chart

Module 2 Phone Image

... Objectives

... Introduction

... Communicating Information

... Using Conversational Tone
! ... Managing Dissatisfied Customers

.__. _._--
Module3A Overview ofSystem and Equipment

... Objectives

... Logging In
i ... Logging Out

... Screen Display

... Checking for Understanding

... Headsets

... Modem

... Error Correction

... Keyboard

... Last Typed Macro Feature

... English Macros

... Spanish Macros

... Telephony Terms

Module 38 Interactive Terminals

... Knowing Yourny

... Closing a Conversation

... Typing Background Noises
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Module3C Overview of System and Equipment (FRS Only).. Malfundions.. Relay Procedures.. Confidentiality.. Statistics.. Handling Obscene Calls.. Requesting a Supervisor.. Repor1ing.. Macros

Module4A Call Processing Procedures.. Objectives.. Your Role as CA.. Call Processing for All States

Module4B Destinations of Traffic.. Destinations not Allowed.. IntraLata Competition.. State Differences

Module4C Answering Machines and Audiotext.. Record Feature.. Voice Answering Machine.. Voice to TTY Answering Machine.. Information Une.. Audiotex!.. Voice Mail.. PagersIBeepers (TTY-Voice).. PagersIBeepers (Voice - TIY).. Variations.. Answering Machine Retrieval

Module4D Voice Originated Calls.. Local Call Description.. Toll Free and Paid.. Paid over Sprint Network.. Paid over A1temate Carrier.. Variations
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Module4E Long Distance Calling

""
FONcard

""
LEC Card

""
Optional Cards

""
Pre-Paid Cards

"" Collect

"" Third Party

"" Immediate Credtt

Module4F I VCOandHCO
"" Voice Carry Over (VCO)

"" Inbound VCO Branding

"" Busy Line

"" No Answer

""
Two-Line VCO

""
Hearing Carry Over (HCO)

""
Non-Branded HCO

""
Branded HCO

--
Module4G I AIlBmalB Call Types

""
VCOtoVCO

""
VCOtoTTY

""
TTYloVCO

""
HCOloHCO

""
HCOloTTY

""
TTY to HCO

Module4H Customer Database

"" Customer Database Feature

"" Customer Noles Window

"" UCR Main Menu

""
Name Submenu

"" COC Submenu

""
InlerLala COC

"" IntraLata COC

""
Billing Method Window

"" Billing Options

"" Numbers Submenu

"" Emergency Numbers

"" Frequently Dialed Numbers (FD)

"" Blocked Numbers

"" Cuslomer Notes
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Module4H

Module 41

Customer Database
... Preferences
... AnswerType
... Language Type
... Ouldial Restrictions
... Macros
... Last Number Redial

Variations
... Busy Signals
... Poor Connection
... No Answer
... Request for Information
... Speech Impaired
... Pacing Voice Customer
... Profanity towards CA
... Request for M or F CA
... CA Knows Customer
... Suicide
... Abuse
... I/Iegal Calls
... Sensitive Topics
... Redialing
... Switchboards
... Young Children
... Inbound ASCII
... Repeating Information
... Request for Relay Number
... Restricted Calls
... ASCII on Outbound Une
... Regional 800
... Two Calling From Numbers
... LEC Service Office
... Double Letters
... Call Waiting
... Conference Calls
... Three-Way Calling
... Changing CAs
... 800 Number Referral
... Hard-of-Hearing Customer
... Call Backs forTTYs
... Multiple Calls
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-_._---_.__._-
Module 41 Variations

... Call Modification

... Holding

... A1temate language

... Typing in Parenthesis

... Product Infonnation

... Spanish Calls

... Voice Customer Hangs Up

... Variable Time Stamp

... TIY Customer Hangs Up

... Conversation being Recorded

... Prompting Voice for "GA"

... Non-Standard TIY Capability

... Intemet Characters

... TIY does not type "GA"

... Cellular Long Distance Calls

... Party Une Calls

ModuleS Emergency Call Processing
... Emergency Calls
... Non-Emergency Calls
... Emergency Incident Fonn

Module6A Perfonmance and Procedunes
... Perfonnance Measurement Plan
... Quality Customer Service
... Commitment
... Personal Effectiveness
... Assessment Survey and Replay
... Emergency Procedures
... Emergency Assistance Fonn
... Checking for Understanding

Module6B Healthy Relay
... Introduction
... Analogy
... Stretching Exercises
... CA Reinforcement
... Ergonomic Review
... Selling up Wor1<station
... GUAM - Get up and move

Module6B Healthy Relay
... Ergonomic Relief
... Slowing the Customer
... Overtime Relaxation
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Module7A Responding Positively

... Slress Management

... Thoughts and Feelings

i ... Relaxing Emotionally
... Thinking Powerfully
... Exerdse
... NutJi1ion
... RelaxationlMeditation
... Energy Resource Assessment

I ... Suggested Reading
... Leader's Notes

Module7B Healthy Detachment
... Interactive Communication
... TOO Communication
... Potential Slressors
... Detaching

Module 8 Assessing Performance
... Assessment Process
... Coaching
... Feedback
... PasslFail Guidelines
... Role Plays

Module 9 Supervisor as Trainer and Coach
... Inlroduction
... Objeclives
... Being a CoachfTrainer
... An Adult Leamer
... Giving Effeclive Inslruction
... Feedback
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Module 10 A Healthy Approach to Relay
.. Leaming Continuum
.. Adult Education
.. Dale's Cone of Experience
.. Elements of Lesson Design
.. Preparation for Training
.. WannUps
.. Voice Inflection
.. Handling Interruptions

I.. Prep for Final
.. Hearing Thru (TOO - Voice)
.. Hearing Thru (Voice - TOO)
.. Voice Thru (TOO - Voice)
.. Voice Thru (Voice - mO)
.. Audiotex!
.. Infonnation Unes
.. Business Answering Machines
.. Residential Answering Machines
.. Beepers
.. Spanish Answering Machine
.. nY Answering Machine
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Speech-to-Speech Training Outline

Orientation
... Objectives

... Welcome & Introductions

... Description

... History

What is Speech to Speech
Differences from Relay
Agent TlBining

Module 2

Module 3

Speech to Speech Customers

... Objectives

... Introduction

... Phone Image

... ChalBcteristics of Speech to Speech
Customers

... Breaking the Stereotypes

Atbibutes ofSTS CAs

... Objectives

... Patience

... Concentration

... Ustening Skills

Varying Speech Pattems
Voice Synthesizers
Types of Calls
TlBnsparency & Contidentiality
PhlBses

Caller Control
Sensftivily and Underslanding

Module 4A Call Processing Procedures

... Objectives

... Your Role as CA

... Billing

... Directory Assislance

... Changing CAs

Module 48 Answering Machines and Audiotext

... Answering Machines

... SA to SO Answering Machine

... BusylDisconnects

... Audiotex! Message

... PagersIBeepers

Module 4C Emergency Call Processing

... Emergency Services

... EM Numbers

... Emergency Incident Form
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Module 4D Variations
'" Outbound to Relay
'" Personal Conversations
'" Operator Calls
'" Talking on Hold
'" Keeping the Customer Infanned
.. Differentiating STS and Relay
.. Outdialing to STS

UsingGA
Spelling
Announcement
900 Calls
Request to Hnld
SO to SO through STS
Non STS CalIs
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Sprint CapTel Training Outline

1.0 Training Summary OuUine
1.1 IntroductionITour

Introductions: Lead trainer, training assistant, Call Center director, and other administrative
personnel that may be involved in the first day of training. Prospective CAs are given a
tour of the building and the facilities. Each individual is given a security passkey and
shown how to use it The CTI building is a secured facility and the passkey is needed to
enter the parking lot after normal business hours, enter the building and gain acr.ess to the
Call Center floor by stairway or elevator

1.2 Human Resources Overview
The Human Resource coordinator meets with each group to go over required employment
paperwork for the State of Wisconsin, Call Center policies, non-disclosure agreement,
confidentiality requirements, expected standards that must be met to pass out of training,
and current scheduling needs.

1.3 Videos
Several videos are shown to better demonstrate the job of a CA and how the technology
works and how it provides improved communication for our clients. After each video,
questions are answered or clarified as needed

1.4 Mini Demonstration CapTel Phone
A brief explanation of the CapTel phone and the captioning system is given including
commonly used terminology when refening to each party involved in acall. Each trainee is
then able to place a short call to experience using the GapTel phone. This helps
individuals to better understand what we are asking them to provide our clients and what
the client experiences

1.5 Introduction· Developing aPersonal Voice Profile
Developing a personal voice profile is the most important step to successfully process
GapTel calls. CAs are given specific instruction as to how to speak, how to sit, and how to
utilize the computer and headset to gain optimal accuracy.

1.6 Introduction· Training Program
The GapTeltraining program allows individuals to listen to various pre-recorded scripts and
"re-voir.e" what they hear directly into the recognition program. Individuals are coached to
focus on developing the proper re-voicing technique. This simulates the conversation or
voice of the hearing person and having to repeat those words to the computer accurately
Through the progression of various training scripts CAs work to improve their speed of
speech while maintaining accurate pronunciation of words based on each script
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1.7 Introduction - Call Handling Tools
Macros are utilized to aid in the speed and accuracy of calls CAs listen to pre-recorded
scripts that consist mainly of macro type words and leam to utilize the macros acccrdingly.

1.8 Introduction - Call Handling Skills -Pacing aConversation
CAs are introduced to further call handling skills that allow them to pace various calls in
order to provide accurate captions.

1.9 Introduction - Call Handling Skills -Inserting Words
CapTel trains its CAs to insert particular words that the Voice Rer,Qgnition is not able to
caption successfully or in a consistent manner. These words include such things as
people's names and regional cities and towns.

1.10 Introduction - Howto Handle Various Recordings
CAs are introduced to various types of calls and how to handle each. The importance of
verbatim transcription, confidentiality, ar,curacy and speed are reviewed. CAs view a
demonstration by the training assistant, and then each CA is assigned scripts relating to
answering machines and automated recordings.

1.11 Introduction & Demo of CapTel Conversation
Each trainee observes each end of the 'telephone call", (CA, CapTel user, hearing
person). Each CA assists in making "live" calls to other trainees. This encourages each
CA to observe and experience what our clients experience on every call. It also allows the
CA who is captioning an opportunity to practice their leamed techniques on more realistic,
true to life calls.

2.0 Introduction to Call Simulation
Live call simulation allows CAs to gain exposure to real incoming calls landing on the production
floor, however they do not interfere with the quality of captions going to the CapTel user New
CAs are paired with experienced CAs on the production floor to observe and listen to live calls.

2.1 Call Simulation-Timings
CAs are placed into a rotation of call simulation and receive their first official timing for
speed and accuracy baseline timings provide aprogress report for each CA and develop a
list of improvement areas This measures the quality and accuracy of re-voicing

2.2 Review of Baseline Timings
Training Scripts are assigned to the group. One at atime, each CA meets with the trainer
to review their baseline timings. Feedback and review of standards and expectation are
given.

2.3 Introduction to Correction Tool
The correction tool is introdur.ed to provide CAs with another opportunity to provide the
highest quality captions

2.4 Review Training Elements
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CAs meet as agroup with the trainer to review the various elements that enable them to
provide the quality of captions we expect from each CA.

3.0 Monthly Timing Policy
CTI's monthly timing policy is reviewed with all CAs. The importance of successfully passing
these timings is emphasized

3.1 Call Simulation-Timings
CAs are placed into arotation of call simulation and receive an official timing" This ser,ond
timing is a base-line timing in which re-voicing accuracy and call handling skills along with
the ability to correct errors are evaluated, Each CA is unaware of when the timing will
occur

4.0 Production Floor Orientation
Current supervisors meet with the group of CAs to go over specific Call Floor procedures,
expectations, break adherence, time clock, lockers, emergency plans, and point of contact
individuals for questions and assistance.

CAs continue to progress onto the production floor and practice in the training room as needed CAs are
timed each day and progress is reviewed until a CA meets the expected standards or it is detennined the
individual is not suited for the position Action is taken as necessary.
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Video Relay Service Training Outline and Qualifications

All Sprint VRS interpreters are qualified and will adhere to the RegistJy of Interpreters for the Deaf (RID)
Code of Ethics. The VRS interpreter qualifications are listed below:

• Certifed by the NAD at levels III, IV, or Vor r.ertifed by RID as ICITC, CI, CSC, LSC or MSC or
demonstrated State equivalent (Note: In rare instances, Vis may process Sprint VRS calls prior
to certification based on qualifications and interpreting skills)

• Possess English language skills at acollege leveL
• Observe strict confidentiality guidelines using RID's Code of Ethir.s.
• Function in atotally transparent mode.
• Possess strong receptive and voicing skills.
• Possess sensitivity to the needs of the Deaf, Hard of Hearing and hearing parties
• Have awide range of experience working in the deaf Community utilizing ASL, PSE and Signed

English Community utilizing ASL, PSE and Signed English communication modes in social,
economic, and educational settings.

• Possess interpreting experience for persons who have minimal language skills
• Possess wmputer literacy, including familiarity with current Windows operation system, and be

able to operate computer and video equipment
• Exhibit superior customer service skills.
• Posses the skill to conduct video interpretation sessions with awide range of individuals
• Have agood command of English grammar and composition.
• Possess clear and articulate voice communications.
• Be familiar with speech and disability cultures, languages, and etiquette.
• Possess the ability to work under pressure..
• Be capable of working in amulti-tasked environment
• Have the skill to conduct telephone conversations with awide range of individuals.
• Be acitizen of the US. or an alien who has been lawfully admitted for permanent residence as

evidenced by the INS Permanent Resident Card (INS Form 1-551)..
• Successfully completed, as a minimum, training to include deaf culture, American Sign

Language, sensitivity to the capabilities and needs of people with speech impairments, the VI's
role in the relay process, and training in interpersonal skills to handle difficult or stressful
conversations.

• Beginning college level skills in English grammar and diction.
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Appendix C: TRS Pledge of Confidentiality

RELAY CENTER CODE OF ETHICAL BEHAVIOR

AS PART OF THE RELAY SERViCES ORGAUlZATIOtJ, ALL E1v1PLOYEES, COfHRACTORS AND VISI~

TOR S ARE BOUND TO THELAW S OFTHE STATE AND THE FOLLOWING GUIDELINES:

ALL TELECOMMUNICATION 5 RELAY SERVICE CALL RELATBJ INFORMATlOf'lIS TO BE
STRICTLYCONFlDSnlAL TheempbyE'E. ronlradcr Of vis iter shall notre-veal snyinfcrmstion
st:quire-d during or observing B relay call" Any c91~relstEd qUES liens or problEms ere b be dis cus sed
with management

2 NOTHING IS TOSE EDITED OR O'~UTTED FROMTH E CONTENTOF THE CONVERSATION OR
THESPIRtTOF THE SPEAKER The em pi cy;;;:e 5 hall1rsns mitexactlywhatis 5 sid inthe waythatiiis
intEl1de<:\ in the languagE of the cusicma's choice

3 I~OTHING IS TO BE ADDEO OR INTERJECTED lt~TO THECON TENT OF THE CONVERSATION OR
THE SPtR ITOF THE SPEAKER The Em ployoH'.: s hall net advisE, counsEl. cr inerject peG ansi
opinions. e.-ven when asked b do so bythe cons umC-f.

4 TO ASSU RE M~XlMUM USER CONTROL THE EMPLOYEE'W ILL BE FLEXIBLE IN AD APTIN G TO
THECONSUMER'S NEED S

5 EMPLOYEES WILL STRIVE TO FURTHER COMPETEI-lCYIN SKILLSAND KNOWLEDGE
THROUGH CONTINUED TR.AlNING. WORKSHOPS. AND READINGOF CURRENTLIlEHATURE IN
THE FIELD

I have read and unders tand the Relay Center Code of E1I1ical8ehsvlor I agr* to comply with 111 i:; Code
a nd a rry applicsbl€' StalE: and Federsllaws pam ining to Telecom munications Re!:ly Savice.s and
u ndsrst:lnd thstfEilure to do s 0 will lead b c:cmpanydis ciplirulry adion that mayres ult in myterminatic·n
and aimnalprosECutiDn

EMPLOYEEIC01HRACTORNlSITOR SIGNATURE

MANAGffi/SUPERVISOR StGNATURE

DATE

DATE
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CapTel CA Pledge of Confidentiality

Confidentiality Policy

• I will not disclose to any iodividual (outside ofa member of the CapTei management staff) the identity of
any caller or information I may learn about a caller (including names, phone numbers, locations, etc.) on any
CapTe! calL

• I will not act upon any information received while processing a CapTe! calL
• I will not disclose to anyone the names, schedules, or personal information ofany fellow worker at CapTe!

Inc..
• I will not share any information about CapTe! calls with anyone except a member ofthe CapTe! Inc.

management staff in order to investigate complaints, technical issues, etc.
• I will continue to hold in confidence all information related to the work and calls I have performed while at

CapTe! Inc.. after my employment ends..
• I will never reveal my Captionist ill number in conjunction with my name unless asked by a member ofthe

CapTe! Inc.. management staff.
• I will not share with anyone any technical aspect ofmy position at CapTe! Inc. unless asked by a member of

the CapTe! Inc.. management staff.

• I will not talk about consumers or call conlent with any fellow Captionists..
• I will not listen to or get involved in calls taken by fellow Captionists.

I have read the above Confidentiality Policy and understand a breach ofconfidentiality will result in disciplinary action
up to and including termination ofemployment at CapTe! Inc.. I recognize the serious and confidential nature ofmy
position and therefore promise to abide by these guidelines.

Employee Name Date
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Appendix D: E911 Call Procedure

Sprint uses asystem for incoming emergency calls that automatically and immediately transfers the relay
user to the nearest Public Safety Answering Point (PSAP). Sprint considers an emergency call to be one
in which the user of the relay service indicates they need the police, fire department, paramedics, or
ambulance. The following steps will be taken to connect the caller to the correct PSAP:

• The CA, when told by a TIY/ASCII user (non-voice) that an emergency exists, will hit a "hot
key".

• The CA's terminal sends aquery to the E911 database containing the caller's geographic area
ANI.

• The database responds with the telephone number of the PSAP that covers the geographic
source of the call, and then, automatically dials the PSAP number, and automatically passes
the caller's ANI to the E911 service center

The CA remains on the line until emergency personnel arrive on the scene unless previously released by
the caller The CA also verbally passes the caller's ANI onto the E911 center operator. If the inbound relay
caller disconnects prior to reaching E911, the CA will stay on the line to verbally provide the caller's ANI to
the E911 center operator

When a CapTel user dials 9-1-1, Sprint will route the call directly to the most appropriate PSAP. The 911
PSAP center will receive the caller's Automated Number Identification and Automated Locator
Identification. If the call is disconnected, the 911 center will call the CapTel user back

If a CapTel user had only one line connected to their CapTel phone, captions will not be engaged on the
call. A prompt on the phone will instruct the CapTel user how to communicate with the 9-1-1 r.enter to
request Voice-Carry-Over r.ommunications to begin. The PSAP would be engaged in typing directly to the
user, and the user would be able to speak to the 911 dispatcher
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Appendix ESprint Carrier of Choice Letter of Invitation

Sprint'

(date)

(name)

(Company name)
(address)
(telephone)
(fax)
(e-mail address)

Re: (Customer's name and phone number requested LEC for
CaC)

Thank you for your interest to complete (Company Name) Long Disrance calls with Sprint
Telecommunications Relay Service (TRS). As the default Toll carrier for processing relay calls in
more than thirty-two states (32), Sprint currently transports the traffic ofcustomers who have
selected you as their Toll carrier. However, many ofyour customers would prefer to use
(Company Name) LD for their toll calls. At present, Sprint TRS is unable to send the toll calls
from the regional centers or state access tandem to your network Hence, this letter is being
written to make you aware of a potential service-impacting issue regarding TRS calls and
measures your company can take to ensure your customers' toll calls are completed through TRS.

The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established
and are monitored by the Federal Communications Commission (FCC). TRS is a service that
links telephone conversations between standard (voice) telephone users and people who are deaf,
hard of hearing, deaf~blind, or speech disabled using Text Telephone (TTY) equipment The
Srate Public Utilities Commission manages the day-to-day operations of TRS and has contracted
with Sprint Corporation to provide relay service in their srates..
Both, the Americans with Disabilities Act of 1990 and FCC's Order 00-56 on TRS mandate that
all srates provide TRS and that TRS users shall have equal access to their chosen interexchange
carrier and to all other operator services, to the same extent that such access is provided to voice
users. In order to provide this access to your customers, your company is encouraged to submit a
letter of authorization to accept TRS calls from Sprint
Attachment A lists the facility-based providers who currently participate at Sprint TRS Carrier of
Choice program. If your company (or your facility based provider) is not currently listed, please
review the following and determine the appropriate follow-up action needed to be taken:
Facility-based provider
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I, If you are a participating member at Sprint Carrier of Choice program, please
disregard,

2. If you are not a participating member at Sprint Carrier of Choice program, you need
to establish a network presence at the regional centers or state access tandem and
accept calls from Sprint through the industry method of SS7 trunking and TRS billing
codes of Info Digit Pair 60, 66, and 67 (see below),

Non-facility based provider
If your underlying toll carrier is a participating member at Sprint Carrier of Choice program,
Sprint can implement the IXC brand name and pass the toll call information to the underlying
carrier's CIC code. Please submit a letter of authorization that would advise Sprint to
implement the carrier brand name and to send the toll call information to its underlying toll
carner.

L If your underlying toll carrier is not a participating member at Sprint Carrier
ofChoice program, you will need to work with your underlying toll carrier to establish
a network presence at the regional centers or state access tandem and accept calls from
Sprint through the industry method of SS7 trunking and TRS billing codes of Info
Digit Pair 60, 66, and 67 (see below),

Before you submit a letter of authorization to Sprint TRS, please consider the following four
factors:

Your CIC codes or your underlying toll carrier CIC codes associated with 1+, 0+, and 0- and
International dialing must be loaded into the regional (andlor state) access tandems.

I. You or your underlying toll carrier will need to support SS7 tandem
interconnection.

2, You or yOUI' underlying toll carrier will need to ensure that your translation tables are
updated in order to appropriately receive, rate, and bill Sprint calls per Bellcore
industry standards" Sprint calls are designated as ANI II Digit Pair 60, 66, alld 67-

3. If you utilize more than one underlying toll carrier to carry the toll traffic, select a
single toll carrier that will accept Sprint traffic.

Note, For detailed information regarding access tandem interconnection and carrier of
choice provisioning through Sprint, please refer to ATIS/NIIF-008, the
"Telecommunications Relay service - Technical Need," document

Attachment B lists Access Tandem Interconnection locations which Sprint TRS is connected with,
The best way to provide access to your Toll network through relay service for your customers is
to designate the 13 Sprint Regional TRS center/Access Tandem combinations as the points at
which Sprint will hand offToll relay service traffic to you, In this manner, any relay caller that
wishes to use your services may be efficiently, and with minimal time delay, routed to your
network. Should you not have a presence at one or more of the Sprint regional center/access
tandem combinations, the traffic may be handed off at one of the regional center's access tandem,
Attachment C is a sample letter of authorization, Once Sprint receives your written request to
participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation updates
in the next available release (usually 45 to 90 days). Information obtained from tbe earriers
will be used solely for tbe purpose of providing equal access for (Company Name) LD
customers and sball be beld proprietary.
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Sprint welcomes your company's participation in our TRS Carrier of Choice program at no cost
to you ifyour company has network presence at any of our listed regional center/state access
tandem locations Your participation at the Sprint Carrier of Choice program will create a win­
win situation for our customers, Through Sprint, as the relay provider, customers will be able to
enjoy uninterrupted service and your company will be able to generate additional revenue,
Thank you for your prompt attention to this matteL Ifyou have any questions concerning with the
letter, please do not hesitate to call (Account Manager) at (phone number) or email at (e-mail
address).
Sincerely Yours,

(your name)

cc: Michael Fingerhut, Federal Regulatory, Sprint

Angela Officer, Program Manager, Sprint
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Attachment A

Current participating members (facility-based providers) at Sprint TRS Carrier of Choice:

Entity
AT&T Communications
Bell South Long Distance
Bestline
Birch Telecom
Broadwing Communications
Broadwing Telecommunications
Cox Communications
Excel Telecommunications, Inc..
Global Crossings Telecommunications
MCIWorldCom
McLeod USA
Qwest Communications
SBC Communications Long Distance
Souris River Telecommunications
Sprint
Telecomm*USA (MCIWorldCom)
Touch America Services, Inc,
US Link
VarYec dba Clear Choice Communications
VarTec Telecom, Inc.
Verizon Long Distance
Winstar
Working Assets
WorldCom
WorldXChange

Updated: 8112/07

CTC Code
0288
0377
0302
0678
0948
0071
6269
0752
0444
0222
0725
0432
5792
0770
0333
0220,0321,0835,0987
0244
0355
0636
0465,0638,0811,0899,5111
5483
0643
0649
0555,0987
0502,0834
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Page 67

Access Tandem Interconnection Locations

Attachment 8

State Access Tandem Tandem CLL! Tandem LEC

Missouri Kansas City KSCYM05503T SBC

Texas Ft Worth FTWOTXED03T SBC

North Carolina Charlotte CHRlNCCA05T Bell South

South Carolina Charleston CHTNSCDT60T Bell South
New York Syracuse SYRCNYSU50T Verizon
Ohio Dayton DYTNOH225GT Ameritech
South Dakota Sioux Falls SXFLSDC009T Qwest
North Dakota Bismarck BSMRNDBCI2T Qwest
Arkansas Little Rock LTRKARFR02T Southwestern Bel
Florida Miami NDADFLGGOIT Bell South
California Sacramento SCRMCAOJ03T Verizon / Pac Bel
Colorado Denver DNVRCOMA02T Qwest
Illinois Chicago CI-ICGlLNE50T Ameritech
Minnesota Owatonna OWTNMNOW12T Owest
Wyoming Cheyenne CHYNWYMA03T Qwest

Updated: 8/12107
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Attachment C

SAM P L E Letter of Authorization

<DATE>

<Name>, Account Manager

<Streetl> <Street2>
<City>, <State> <Zip Code>
FAX: <FIDC No..>

This letter of authorization has been issued to give Sprint TRS permissioo to send < Toll Carrier Company
Name> toll traffic associated with 1+,0+, and 0- and International dialing through Sprint TRS at the <
Regional COC Tandems >.
1, Regional cac Tandems

You will need to provide Sprint with Ihe following:

Toll Carrier: < insert name>

CIC Code: <insert CIC)

Underlying Toll Carrier: <insert name>
Underlying Carrier CIC Code: <insert CIC>

Choose Tandem Below

State Access Tandem Tandem CLL! Tandem LEC

Missouri Kansas City KSCYM05503T SBC

Texas Ft Worth FTWOTXED03T SBC

Norlh Carolina Charlotte CHRlNCCA05T Bell South

South Carolina Charleston CHTNSCDT60T Bell South
New York Svracuse SYRCNYSU50T Verizon
Ohio Dayton DYTNOH2Z5GT Ameritech
South Dakota Sioux Falls SXFLSDC009T Owest
Norlh Dakota Bismarck BSMRNDBCIZT Qwest
Arkansas Little Rock LTRKARFROZT Southwestern Bel
Florida Miami NDADFLGGOlT Bell Soulh
California Sacramento SCRMCA0103T Verizon / Pac Bel
Colorado Denver DNVRCOMAOZT Owest
lllinois Chica",o CHCGILNE50T Ameritech
Minnesota Owatonna OWTNMNOWIZT Owest
Wyoming Cheyenne CHYNWYMA03T Qwest

Updated 8112107
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I. Call Type Restrictions

< Toll Carrier Brand Name> will accept any intrastate, international and operator services call types that
will be routed to the < tandem location(s) > tandems.

< Toll Carrier Brand Name> will accept any (specify intrastate, interstate, international, and operator
services) call types except for C,pecify what call types and restrictions) that should not be routed to the <
tandem location> tandems.

If there are any questions regarding this letter ofauthorization, please contact < Name >, < Job Title >, <
Department Name> at xxx-xxx-xxxx.

Sincerely, < Name >< Job Title >, < Department Name>
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Appendix F: Sprint Route Outage Prevention Programs

Call Before You Dig Program

This program uses a nationwide 800 number interlinked with all local/state govemment utility
agencies as well as contractors, rail carriers, and major utilities. Sprint currently receives in excess
of 60,000 calls per month for location assistance over the 23,OOO-mile fiber network

Awareness Program

This Sprint program proactively contacts local contractors, builders, property owners, county/city
administrators, and utility companies to educate them on Sprint's cable locations and how each
can help eliminate cable outages.

Route Surveillance Program

This is a Network Operations department program using Sprint employees to drive specific routes
(usually 120 miles) and visually inspect the fiber cable routes. This activity is perforrred an average
of 11.6 times per month or approximately once every 2-3 days.

Technician Program

Technicians are stationed at strategic locations and cover an area averaging 60 route miles. Each
technician has emergency restoration material to repair fiber cuts on a temporary basis. Other
operations forces within a nominal time frame accomplish total repair.

Fiber/Switch Trending Program

This includes a weekly summary of equipment failure events highlighting bit error rate (BER) and
cable attenuation. As a result, Sprint identifies potential equipment problems and monitors
perforrrance degradation to establish equipment-aging profiles for scheduled repair, replacement,
or elimination. Aging profiles are computer-stored representations of the characteristics of a fiber
splice The profile is stored at the time the splice is accepted and put into service. A comparison of
the original profile and current profile are compared for perforrrance degradation .. Maintenance is
scheduled based on this type of monitoring.

Network Management and Control Systems

The Sprint network is managed and controlled by a National Operations Control Center (NOCC)
located in Overland Park, KS As a back up, a secondary NOCC is located in Lenexa, KS. The
NOCC is designed to provide a national view of the status of the network as well as to provide
network management from a centralized point. The NOCC interfaces with the Regional Control
Centers (RCCs) to obtain geographical network status. The RCCs are responsible for maintenance
dispatch and trouble resolution, and are designed to provide redundancy for each other and back­
up status for the NOCC

The NOCC and RCC work closely with the ESOCC in cases where a network problem may affect
Arkansas operations. In cases such as these, the NOCC or RCC immediately alerts the ESOCC of
the situation so that appropriate steps can be taken to minimize service impacts. The NOCC and
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RCCs also serve as reference points for the ESOCC when problems are detected in the TRS
center that are not the result of intemal center operations.

Network Management

Commitment to a digital fiber optic network permits Sprint to use asingle transmission surveillance
protocol to integrate intemal network vendor equipment This enhances Sprint's ability to automate
and provide preventive, near real-time detection and isolation of network problems. The controlling
principle is identification and correction of potential problems before they affect the Arkansas call
capabilities.

Sprint divides the major functional responsibilities, facilities maintenance and network
management, into a two-level organization which maximizes network efficiencies and customer
responsiveness. The first level consists of the RCCs located in Atlanta and Sacramento RCC
personnel focus on the performance of individual network elements within predetermined
geographical boundaries The second level is the NOCC in Kansas City that oversees traffic design
and routing for Sprint's 23,000-mile fiber optic network and interfaces.

This two-level operational control organization, combined with architectural redundancies in data
transport and surveillance, control and test systems, ensures an expedited response to potential
problems in both switched and private line networks

In the event of a power outage, the UPS and backup power generator ensure seamless power
transition until normal power is restored. While this transition is in progress, power to all of the
basic equipment and facilities essential to the center's operation is maintained. This includes:

• Switch system and peripherals
• Switch room environmentaIs
• CA positions (consoles/terminals and emergency lights)
• Emergency lights (self-contained batteries)
• System alarms

• CDR recording

As a safety precaution (in case of a fire during a power failure), the fire suppression system is not
electrically powered. Once the back-up generator is on line, stable power is established and
maintained to all TRS system equipment and facility environmental control until commercial power
is restored.

CAPTEL OUTAGE PREVENTION
Sprint will provide FCC compliant CapTe/ service from the two CapTal Service Centers in Madison
and Milwaukee, WI. Sprint's CapTe/ vendor CapTa/lnc. (CTI) operates the two current CapTel
Service Centers in the nation. These unique Centers operate with enough terminals for 200 agents
each, along with support personnel, Technicians, and Supervisors.

Both CapTel Service Centers are eqUipped with redundant systems for power, ACD/telecom
switching equipment, call processing servers, data network servers, and LAN gear, Most
equipment failures can be corrected without complete loss of service.
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Having two CapTel Service Centers ensures minimum intemJptions in service if something
unexpectedly halts operations in one Center or the other such as a flood or a tomado. In those
instances, traffic from one Center can automatically be routed to the other.

Appendix G: Disaster Recovery Plan

Sprint's comprehensive Disaster Recovery Plan developed for Arkansas details the methods Sprint
will utilize to cope with specific disasters. The plan includes quick and reliable switching of calls,
network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable,
and problem reporting with escalation protocol. Besides service outages, the Arkansas Disaster
Recovery Plan applies to specific disasters that affect any technical area of Sprint's Relay network.

The first line of defense against degradation of Arkansas is the Intelligent Call Router (lCR)
technology that Sprint employs. During a major or minor service disruption, the ICR feature
bypasses the failed or degraded facility and immediately directs calls to the first available agent in
any of Sprint's eleven fully inter-linked TRS Call Centers. State-specific call processing software
resides at each of Sprint's Relay Call Centers. Communications Assistants (CAs) are trained in
advance to provide service to other States; the transfer of calls between centers is transparent to
users

Beyond the ICR, Sprint's Disaster Recovery Plan details the steps that will be taken to deal with
any problem, and restore Arkansas to its full operating level in the shortest possible time.

Arkansas Notification Procedure

To provide Arkansas with the most complete and timely information on problems affecting their
TRS, the trouble reporting procedure for Arkansas will include three levels of response:

• A 3-hour verbal report
• A 24-hour status report

• A comprehensive final report within 5 business days

Sprint will notify the Arkansas within three hours if a service disruption of 3D minutes or longer
occurs. For service disruptions occurring outside normal business hours, the initial report will be
provided by 8:30 AM on the next business day. This initial report will explain how the problem will
be corrected and an approximate time when full service will be restored. Within 24 hours of the
service disruption, an intermediate report provides problem status and more detail of what action is
necessary. In most cases, the 24-hour report reveals that the problem has been corrected and that
full service to Arkansas has been restored. The final comprehensive written report, explaining how
and when the problem occurred, corrective action taken, and time and date when full operation
resumed will be provided to the Arkansas Administrator within five business days of retum to
normal operation. Examples of service disruption to Arkansas include:

• ACD failure or malfunction

• Major transmission facility blockage
• Threat to Arkansas CA's safety or other CA work stoppage
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• Loss of CA position capabilities

Performanee at each Sprint relay center is monitored continuously 24 hours a day, seven days a
week from Sprint's Enhanced Services Operation Control Center (ESOCC) in Overland Park, KS.

Disaster Recovery Procedures

If the problem is within the relay center serving Arkansas, maintenance can usually be performed
by the on-site technician, with assistance from Sprint's ESOCC If the problem occurs during non­
business hours and requires on-site assistance, the ESOCC will page the technician to provide
service remedies. Sprint retains hardware spares at each center to allow for any type of repair
required without ordering additional equipment (except for complete loss of acenter)

Time Frames for Service Restoration

Complete or Partial Loss of Service Due to Sprint Equipment or Facilities

• Sprint Call Center Equipment· A technician is on-site during the normal business day.
The technician provides parts and / or resources necessary to expedite repair within two
hours. Outside of the normal business day a technician will be on-site within four hours.
The technician then provides parts and lor resources necessary to expedite repair within
two hours.

• Sprint or Telco Network Facilities· For an outage of facilities directly serving Arkansas,
incoming TRS calls will immediately be routed to one of ten other centers throughout the
US. No calls will be lost Repair of fiber or network facilities typically requires less than
eight hours.

• Due to Utilities or Disaster at the Center· Immediate rerouting of traffic oceurs with any
large-scale center disaster or utility failure. Service is restored as soon as the utility is
restored, provided the Sprint equipment has not been damaged. If the equipment has been
damaged the service restoration for Sprint equipment (above) applies.

• Due to Telco Facilities Equipment - A Telco equipment failure will not normally have a
large effect on TRS traffic within the state unless it occurs on Telco facilities directly
connected to the call center. In this case, normal Sprint traffic rerouting will apply. For a
failure at a telco central office - In (CITY), for example, only local (CITY) residents would
be affected until the Telco has performed the necessary repairs. For situations like this, it
will be at Sprint's discretion to dispatch a technician The normal Telco escalation
procedures will apply. The Telco escalation process is all during the normal business day,
therefore, a trouble may be extended from one day to the next

Trouble Reporting Procedures

The following information is required when aArkansas user is reporting trouble:

• Service Description ("Arkansas")
• Caller's Name
• Contact Number
• Calling to/Calling from (if applicable)
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• Description of the trouble

Service disruptions or anomalies that are identified by Arkansas users may be reported to the
Sprint Relay Customer Service 800 number (800-877-0996) at any time day or night, seven days a
week. The Customer Service agent creates a trouble ticket and passes the information on to the
appropriate member of Sprint's Maintenance Team for action. Outside the normal business day,
the ESOCC will handle calls from the Customer Service agents 24 hours a day, 7 days a week.
The Maintenance Team recognizes most disruptions in service prior to customers being aware of
any problem. Site technicians are on call at each of Sprint's11 TRS Call Centers to respond quickly
to any event, including natural disasters.

Mean Time to Repair (MTTR)

MTTR is defined and detailed in Tables A-1 and A-2.

Table A-1Time to Investigate +Time to Repair +Time to Notify

Time to Investigate The time needed to determine the existence of a problem and its
scope ..

Time to Repair Repair time by Field Operations plus LEC time. if applicable

Time to Notify From the time repair is completed to the time the customer is
notified of repair completion

Table A-2Current MTTR Objectives

Switched Services 8 Hours
Private Lines 4 Hours (electronic failure)
Fiber Cut 8 Hours

Sprint's Mean Time to Repair is viewed from the customer's perspective. A critical element in the
equation is the Time to Notify, because Sprint does not consider a repair complete until the
customer accepts the circuit back as satisfactory.

Escalation Procedures

If adequate results have not been achieved within two hours, a Arkansas user may escalate the
report to the next level Table A-3 details the escalation levels.

Table A-3Escalation Levels

Escalation Conlat' Ph
Level c one

2 Regional Maintenance Manager Office Phone Number (913) 253-4394
Cell Phone Number Cell Phone 913-484-2263
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3 !Senior Manager, Technical Staff !Office Phone Number (913) 253-4396

Service Reliability

Sprint's service is provided through an all-fiber sophisticated management control networks
support backbone networks with digital switching architecture that. These elements are combined
to provide a highly reliable, proven, and redundant network. Survivability is a mandatory objective
of the Sprint network design .. The Sprint network minimizes the adverse effect of service
interruptions due to equipment failures or cable cuts, network overload conditions, or regional
catastrophes,

A 100 percent fiber-optic network, with significant fiber miles in Arkansas, provides critical
advantages over the other carriers, These advantages include:

• Quality
Since voice or data are transmitted utilizing fiber optic technology, the problems of outdated
analog and even modem microwave transmission simply do not apply.. Noise, electrical
interference, weather-impacting conditions, and fading are virtually eliminated

• Economy
The overall quality, architecture, and advanced technology of digital fiber optics makes
transmission so dependable that it costs us less to maintain, thereby passing the savings onto
our customers.

• Expandability
As demand for network capacity grows, the capacity of the existing single-mode fiber can
grow, Due to the architecture and design of fiber optics, the capacity of the network can be
upgraded to increase 2,000-fold

• Survivability
Network survivability is the ability of the network to cope with random disruptions of facilities
and/or demand overloads, Sprint has established an objective to provide 100 percent capability
to reroute backbone traffic during any single cable cut. This is a significant benefilto Arkansas,
and a competitive differentiation of the Sprint network,

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point
of presence (POP) in every Local Access Transport Area (LATA), The XXX)( LATAs in Arkansas
are served by XXX)( Sprint POPs. There are plans for additional fiber mileage, additional POPs,
and added route diversity. There are more than 300 POPs in service on the network, With XXX)(

POPs in the state, all areas will be adequately serviced by Sprint.

Switched services are provided via 49 Northem Telecom DMS-250/300 switches at 29 locations
nationwide Three DMS-300s located at New York, NY; Fort Worth, TX; and Stockton, CA, serve
as intemational gateways, The remaining 46 switches provide switching functions for Sprint's
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domestic switched services. Arkansas would primarily be served by the OMS switches in
XXXXXXXXXXXXXXX, with other diversely located facilities also serving Arkansas.

Interconnection of the 49 switches is provided in a non-hierarchical manner. This means that inter­
machine trunk (IMT) groups connect each switch with all other switches within the network. Each of
these IMT groups is split and routed through the Sprint fiber network over SONET route paths for
protection and survivability. As an extra precaution to preclude any call blockage, Dynamically
Controlled Routing (OCR) provides an additional layer of tandem routing options when adirect IMT
is temporarily busy.

Reliability is ensured through a corporate commitment to maintain or surpass our system
objectives. Beginning with the network design, reliability and efficiency are built into the system.
Sprint continues to improve the network's reliability through the addition of new technologies such
as Digital Cross-connect Systems, SONET, and Signaling System 7.

The effectiveness of this highly reliable and survivable network is attributed to the redundant
transmission and switching hardware configurations, SONET ring topology, and sophisticated
network management and control centers. These factors combine to assure outstanding network
perfonmance and reliability for Arkansas.

Network Criteria

System Capacity
The Sprint network was built with the capacity to support every interLATA and intraLATA call
available in the US.. With the continuing development of network fiber transmission equipment to
support higher speeds and larger bandwidth, the capacity of the Sprint network to support
increasing customer requirements and technologies is assured well into the future.
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Sprint Outage Notification from CapTel Service Center

Performance at the CapTel Service Center is monitored continuously by CTI technicians 24 hours
a day, seven days a week. Sprint will be notified by the CapTel Service Center Manager
immediately upon determination of any type of natural or man-made problem that causes either:

• A complete (100 percent) loss of the CapTel Service Center, OR

• Any partial loss of service in excess of 15 minutes that is service affecting. Examples of
such a loss in service include:

o An accidental switch rebooting
o Loss of transmission facilities through the telephone network
o Terrorist attack
o Bomb threat or other work stoppage
o Sudden loss of agent position capabilities.
o Impact to minimum ASA I Speed of Answer times
o Acts of God

Contact from the CapTel Service Center Manager or designated CTI contact person will be made
to the assigned contact people at Sprint immediately upon awareness of an outage meeting the
above criteria, 24 hours a day, seven days a week including holidays with the following
documentation:

1) What time did the outage happen in CENTRAL TIME?
2) What caused it?
3) Which customers are (or were) impacted?
4) What is (was) the solution to restore service?
5) What is the time that service will be (or was restored by) IN CENTRAL TIME?

~rint Procedure for Outage Notification to Contract Administrators during Business Hours

Upon receiving notification from CTI during business hours (8AM to 5PM CT), Sprint will have one
of the below managers contact the Contract Administrator, depending on availability:

Assigned On~Call Relay Program
Manager

P: (703) 689-5654
E: Angela.Officer@sprint.com

Assi',ned as necessary
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Upon receiving notification from CTI, Sprint will assess the problem and contact will be made by
email to the Contract Administrator.

In cases of partial loss of service, such as several inoperable CA positions or, local area network
outages, the CapTe! Center on-site technician will notify CapTe! Service Center to schedule repair..
Only those partial losses of service that are service affecting in excess of 15 minutes will be email
to the state Contract Administrator

If the problem is within the CapTel Center, maintenance can usually be performed by the on-site
technicians Hardware spares are retailed at the CapTe! Service center to allow for the most
common type of repair required without the ordering of additional equipment

Sprint Procedure for Outage Notification to Contract Administrators outside of Business

Upon receiving notification from CTI outside of business hours (5PM to BAM CT, Monday through
Friday, and all day Saturday, Sunday and holidays), John Moore (or Angie Officer) will notify
Contract Administrators immediately by email of an outage if possible, but by no later than BAM CT
the next business day Follow-ups and post-mortem will still be provided within the required
guidelines.

Disaster Recovery Follow-Up

Upon notifying customers of an outage, Sprint's contact person will provide regular updates from
CTI to all customers and internal team members The follow up will be kept in sync with CapTel
Customer Service so that the infonmation shared with customers from CTI is the same as what
customers receive from Sprint.

Disaster Recovery Post-mortem.:.c.::d=o"'cu:::m:.;.e:::n:.:cta::.:t:::io"'nc-- _

72 hours (3 days) after the outage is resolved, CTI will need to provide a fonmal written analysis of
the outage to the designated Sprint people (outlined above)

Sprint will send adocument with the analysis to the Contract Administrator. John Moore will be the
primary point of contact for the letter to be shared with customers If John Moore is not available,
then Angie Officer will provide the letter directly to customers.

1) What time did the outage happen in CENTRAL TIME?
2) What caused it?
3) Which customers are or were impacted?
4) What is the solution to restore service?
5) What is the time that service will be or was restored IN CENTRAL TIME?
6) What will CapTe!, Inc do to prevent this from happening again?

CTI will be available to answer questions from Contract Administrators through Sprint.
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Time Frames for Service Restoration

Complete loss of service due to equipment -

• Normal business day - A technician is on site during the normal business day. The
technician will provide parts and/or resources necessary to expedite repair of the most
common problems within two (2) hours.

• Outside of the normal business day - A technician will be on-site within four (4) hours.
The technician will then provide parts and/or resources necessary to expedite repair of the
most common problems within two (2) hours.

Due to Utilities or Disaster at the Center - Service will be restored as soon as the utility is restored
provided the equipment was not damaged. If the equipment was damaged then refer to the timing
in the statement previous (Due to Equipment).

Due to Telco Facilities Equipment - A technician will be dispatched as necessary. The normal
Telco escalation procedures for apartial outage will apply:

• Two hours at first level
• Four hours at second level
• Eight hours at third level

These hours of escalation are all during the normal business day, so a trouble ticket may be
extended from one day to the next

Partial loss of service - Due to Equipment

• Normal business day - A technician is on site during normal business hours. The
technician will provide parts and/or resources necessary to expedite repair of the most
common problems within four (4) hours.

• Outside of the normal business day - A technician will be on-site within eight (8) hours.
The technician will then provide parts and/or resources necessary to expedite repair of the
most common problems within four (4) hours

Due to Position Equipment - A technician will be on-site within eight (8) hours, provided there are
not enough positions working to process the forecasted traffic volumes. The technician will provide
parts and/or resources necessary to expedite repair within 48 hours If there are enough positions
functional to process the forecasted traffic, the equipment will be repaired as necessary by Sprint

Due to Telco Facilities Equipment - A technician will be dispatched as necessary by Sprint The
normal Telco escalation procedures for apartial outage will apply:

• Eight hours at first level

• Twenty-four hours at second level
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These hours of Telco escalation are all during the normal business day, so a service request may
be extended from one day to the next.

Trouble Reporting Procedures (for Individual Customers to Customer Service)

All calls conceming customer service issues should be placed by dialing the CapTel Customer
Service at 1-888-269-7477 (800-482-2424 nV) in English only. A Customer Service agent will
take information conceming:

• Caller's Name
• Contact Number
• Calling to I Calling from (if applicable)
• Description of the trouble

Report service affecting trouble to Customer Service during normal business hours, 8:00 AM to
5:00 PM Central Time, Monday through Friday Normal business hours do not include Saturday,
Sunday, and holidays.

Escalations of service affecting issues during normal business hours are followed below:

CapTel Customer Service

CapTel Customer Service Supervisor

Captioned Telephone Inc's (CTI) Call
Center Director

437-4660

Table 4 - CapTel Customer Service Escalation Procedures

Hours outside the normal business day are 5:00 PM to 8:00 AM Central Time for every day of the
week (Monday through Friday), and all day Saturday, Sunday, and holidays. Outside of normal
business day hours, a recording will play and trouble calls can leave a message for customer
service to follow up during the next business day.

The recording played to customers outside of CapTel customer service business hours:

Thank you for calling CapTel customer service. Our hours are Monday

through Friday
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from BAM to 5PM central time.. You may try again during business hours

or leave a

voice mail message by pressing 3 now.

If the "3" button is pressed, then the customer will hear the following message:

Thank you for calling CapTel customer service. We are unable to take

your call at this time. Please leave a detailed message with your name

and phone number with area

code, or email address, and a reason for your call, and one of our

representatives will return your call as soon as possible..

Alternative usage for CapTel phone during outage for VCO users.

CapTel phones are equipped with the capability to connect to traditional relay services even in the
event that the captioning service is not available.

In the event that auser cannot reach the captioning center, and the user desires to use any form of
available relay to connect their call, the user can dial711 (user must dial only 711 and not a relay
800 number in order to change to VCO mode) and be connected to the in-state relay call center.
Their call will be processed via VCO instead of captions.. In VCO mode, no audio from the called
party will be processed - just like any other traditional VCO call
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Appendix H: Sprint TRS Standard Features Matrix
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Frequently Dialed Numbers

Outdiallnformation

Customer Notes

Outdia IRestrictions

Emergency Numbers

Custom ized 800 Access

Deaf-BlIndPadng (Slow,typlng)

DelayedCaU Announcer

Dialed Number Verific.ation

Di rectory Assistanee
(Intrastate/Interstate)

En anced Modems

This information could save valuable time when calling
emergency services

Callers' preferred Carrier for in-State and out-oF-state long
distance calls. Callers can also indicate their preferred
billing option when placing long distance calls

This feature allows users to set up and access "speed dial""
calls through the Relay

This feature allows the CA to be aware as to how the
caller answers the phone and which language type they
will communicate in

This feature informs the CA ofspeciat requests to handle
calls ie, "do not annou nee the service", preferred CA
gender, etc

Callers may restrict the type of call i e long distance,
international, 900, etc to be placed through the Relay

Callers may enler emergency numbers such as fire. doctor.
police, etc to expedite the emergency call processing

Each State has dedicated Relay 800 numbers to access the
Relay service

This feature prOVides functionality that automatically
slows the transmission of data to Deaf-Blind lIsers, The
default speed is 1S wpm and the speed can be increased
at the caller's request in 5-wpm increments

Sprint sends a delayed call announcer when the call is not
answered within 30 seconds, The feature alerts Relay
callers that they are on· line and on hold for ,next available
CA

This feature echoes the number being out dialed and the
call type in the TIY Dial string macro This feature helps
TIY callers know if a number has been misdialed and the
type of call they are placing

This feature allows Relay callers to reach Directory
Assistance at rates no greater than that of traditional
voice users" When the number is obtained. the caller may
choose to place the call through the Relay or dial direct

ThIS service prOVides emergency assistance for Relay
callers through Sprint's E911 database and/or their
Customer Database profile

Sprint's TRS modems support en hancements in ASCII
communication protocols The capabilities of Sprint's
modems include auto detection; connections with
modems up to 14 4k; and faster ASCII detection (3
seconds)

Sprint Relay workstations are equipped with the Error
Correction capability to automatically correct common
typographical errors and spell out abbreviations, while
increasing typing speed and reducing conversational
minutes

This feature prov ides the gender of CAs in the TTY
greeting macro

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost



Hea ng-Carry·Over (HCO)

HCO-HCO

HCOPermanent Branding

HCO-TTY

Voice~Carry~Over{VCO)

Two~lineveo

Reverse 2~line veo

VCO·HCO

VCO-VCO

VCO·TTY

vco w/ Privacy/NO GA

veo Permanent Branding

Inbound International

Router

Heo allows speech-disabled or mute users with normal
hearing to listen to the person they are calling The HCO
user types his/her conversation for the CA to read and
voice to the standard (voice) telephone user

HCO users can contact HCC users through the Relay The
CAwill voice to both parties what is typed on each user's
nv

The permanent brand log enables HCO callers to listen
during call set-up.. The Hea brand greeting macro is:
[STATE] RELAY 1234F vou MAY I·IEAR VOICE OR USE nv GA

Heo users can contact TTY users through the Relay. HCO
users can listen while the CA is reading/voicing the TTY
user's typed message. The HeO user types their
conversation directly to the TTY user

veo allows Deaf or Hard-oF-Hearing people who prefer to
use their own voice to speak d iredly to the party they are
calling The CA types the voiced responses back to the
VCO user who can read the typed messages across the
nYscreen

This feature allows VCO callers with two telephone lines
to use one line to speak direct!y to the hearing person
while the other line is used to receive the eA's typed
responses simultaneously Two-line veo offers a more
natural flow of conversation without pauses reqUired
with single line calls

This feature is similar to Two-Hne veo In R2lVCO, a veo
user receives a call from a voice user first then
dials/connects the Relay CA

vco users can contact HCO users through the Relay. The
veo user speaks directly to the HCO user and the Heo
user types their conversation directly to the veo user

veo users can contact other veo users through the Relay
The CA listens to veo users speak and type the spoken
words for the parties at both ends

veo users can contact nVusers through the Relay, The
veo user can use his/her own voice and the CA will listen
to the VCOcalier's spoken words then type the message
to the ny user The TTY user types directly to VCO user
without any CA interaction

This is similar to the standard veo feature however; the
CA will not hear the veo caller speaking through the
Relay The eAwill only type voiced responses back to the
veo user.

This feature enables veo callers to set-up the call without
typing The permanent veo brand greeting macro would
be,

IsTATE]RELAYl234FVOICE (OR TYPE) NOWGA

From any international destinations outside of United
States, callers can reach the Relay through Sprint's
international inbound IO-digit number- 605-224-1837

Dynamic Cal! Routing technology automatically and
seamlessly routes Re.lay calls to the first available English
or Spani$h CA in the network

This feature prOVides intercept messages in voice and TIY
in event of system failure occurrence within the Relay
switch, Center. or outbound circuits

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional

Cost

No
Additional

Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
Cost

No
Additional
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No
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Additional
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Relay users can request the CA to redial their last number
NoSprint TRS is designed to store the user's last number

Last Number Redial dialed and it is dialed upon the user's command, Additional

"lAST NUMBER REDIAlPlS GAO' OR 'lNR GAO'
Cost

Callers who subscribe to extended area service plans will No
Local/Extended,Area Service receive equivalent service through the Relay

Additional
Cost

This feature reduces redials when CAs receive audio-text
No

Recording Capabilities
interaction machines In most cases. it allows the callers

Additional
to receive all of the information on the first call and
eliminates the number of redia Is Cost

This feature allows Relay callers to reach regionally No
800/888/877/866/855 restricted or regionally directed 800/888/877/866/855 Additional

loll-free numbers, Cost

Sprint offers Spanish Services. which offers Spanish-to-

Spanj5h-to~Spanish
Spanish Relay service. which are handled by proficient No
bilingual (Spanish) CAs Their workstations are modified Additional
to prOVide macros and other functions to the caller in Cost
Spanish

The command'S' typed by a Speech-Disabled person No
Speech Disabled Indicator would inform the CA that a Speech-Disabled person is on Additional

the line Cost

This service enables Speech-Disabled customers to use No
their Voice. with assistance from CA if necessary. to Additional
commun icate with each other through the Relay Cost

This feature offers the ability to toggle between inbound No
rext/Voice Transmission ny, ASCI!. TurboCodew', and Voice calls Additional

Cost

When calls are carried over the Sprint network. intrastate
calls are typically discounted by 35% Day. 25% Evening.

No
and 10% Night! Weekend off intrastate MTS rates and

Additionalinterstate calls are discounted by 50% offinterstate MrS
rate State specific requirements may result in a change to Cost

the standard discounts

Sprint's system has the capability of transferring Relay No
Transfer Gate .capabilities callers to English TTV Operator Service and Relay 24-hour Additional

Customer Service Cost

Relay users can reach Sprint's TRS Customer Service,
which is available 24 hours¥a~day. 7 days-a-week to No

TRS Customer Service request information, or to offer commendations and Additional
submit complaints The toll-free number is: 1-800-676- Cost
3777 TTY/Voice/ASCII/Spanish

Sprint's TTV Operator services can complete TTY-to- TTV
No

TTY Operator Services (OS D)
calls; obtain Directory Assistance information; or receive

Additionalcredit for erroneous billing The toll-free number is:
Cost

1-800-855-4000,

This feature allows enhanced baudot transmission speed
No

up to 110 words-per-minute It enables TTY callers with
AdditionalTurboCode™ capability to interrupt during the
Cost

transmission of the call

This feature (macro) enables Relay callers to know when No
Stamp Macro their called party had disconnected and relays the last Additional

spoken words. Cost

This system upgrade allows Voice or HCO callers to listen No

during call set-up i e ringing. busy Additional
Cost

This feature (macro) informs the outbound TTY caller the No 85
ID gender of their caller

Additional
Cost



Sprint provides access to Pay-rer-Call Services (900) via a
toll·free 900 number which observes LEe restrictions so
that customers do not have to register blocks with the
Relay

With cooperation of local Exchange Companies, the Relay
can accept 711 calls

No
Additional
Cost
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Appendix I: Policy on 10- and 15-Minute Rule

Sprint understands that a change of CAs can interrupt the natural call flow. Therefore, Sprint
strives to keep the same CA dedicated to each call Sprint will ensure that the CA remains on the
call for at least 10 minutes (or 15 minutes for Speech-to-Speech call). If a change of CA is
unavoidable, CAs are trained to make this transition as smoothly as possible and will inform both
parties.

A CA change may occur for the following reasons:

• Customer requests change of CA
• End user verbal abuse of CA or obscenity towards CA
• The call requires aspecialist (Speech to Speech, another language)
• Illness

• Potential conflict of interest (ie. the CA identifies an end user as a family member or
friend)

In instances where it is necessary to change CAs, a second CA will plug in their headset at the
position and watch the call for several minutes in order to assess the "spirit" of the call and make
the transition smoother. After several minutes of observation, the second CA will wait until the
voice person stops speaking and all conversation has been relayed and will then type to the TTY
user:

(CA# CONTINUING UR CALL).

The CA will say to the non-TTY user.

"THIS IS CA # CONTINUING YOUR CALL"

During initial training, trainees are required to practice this procedure. In addition, a training video
was developed that clearly shows the procedure and how to ensure it is as smooth as possible.
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Appendix J: FCC TRS Mandatory Minimum Standards & Compliance Matrix

Sprint has been a TRS provider since
September 1,1990 As of.July 1, 2004, Sprint
provides TRS to 32 States, the Federal
Government, Common wealth of Puerto Rico,
and three resellers

Sprint was the first TRS provider to offer
Speech~to-speechrelay service (California,
1996)

Sprint was the first TRS provider to offer
intrastate and interstate Spanish services
(fexes, 1991). As a standard offering ofTRS,
Sprint provides Spanish services to the
States Sprint also is the only TRS provider to
offer Spanish-speaking Customer Service

Sprint fully implemented 711 accesses for all
of its States on October 1, 2001. Sprint Local
and wireless divisions have implemented 711
access on September 15, 2001
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Sprint requires that all CAs have a high school
graduate equivalency as a minimum
qualification for the job

All CAs are tested and evaluated to ensure
Relay skills meet the following FCC
Guidelines, CA training provides familiarity
with hearing, deaf, and Speech~Disabled

cultures and ASL translation,

Each Sprint CA is required to take the 60
WPM typing test quarterly (four times a year)

Sprint administers Oral~to~type tests

Sprint VRS interpreters are qualified
interpreters that adhere to RID Code of Ethics

CAs are trained and evaluated to ensure all
aspects of confidentiality are maintained and
conversational context is properly provided

Sprint CAs are prohibited from disclosing any
call content

STS CAs are permitted to retain info from a
call in order to facilitate the completion of
consecutive subsequent calls

CAs relay calls verbatim and do not alter
relayed conversation

DUring the annual merit reviews, each CA
reviews the confidentiality and code of ethics
with his/her team supervisor

CAs process all calls and never prohibit
sequential calls or limit length of calls

Sprint TRS is capable of handling all calilypes
nonnally provided by common carriers
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Via E911 database, Sprint automatically and
immediately connects the caller to an
appropriate PSAP

CAs pass along the caller's number to the
PSAP when the caller disconnects prior to be
connected to the emergency service

TRS and VRS CAs stay on the call for a
minimum of 10 minutes

STS CAs stay on the call for a minimum of 15
minutes

Sprint users are able to request the gender of
the CA Sprint makes every effort to satisfy
this request and to maintain the same gender
during transfers

Sprint offers STS users the option of
maintaining a list of names and phone
numbers, When the STS user requests a
name. the STS CA will repeat the name and
the number to user

Sprint will provide the STS user information to
any new provider

ofcornrrlunicatina with Sprint TRS communicates with Baudot and
lOnma, at ASCII in all speeds that are generally in use

The following Baudot codes are available on
Sprint TRS' pialfonm: Baudot 45.5, Baudot 50,
Turbo Code, and E Turbo Code
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Sprint ensures that 85% of all calls are
answered within 10 seconds and that caller's
calls are immediately placed. Sprint does not
put calls in a queue or on hold

Abandoned calls are included in the speed-of
-answer calculation

Speed of Answer is measured on a daily
basis

Sprint's system is designed to the P 01
standards

Sprint provides users with access to their IXC
carrier through the Sprint Carrier of Choice
program allowing for the same access that is
provided to voice users

Sprint TRS is available 24 hours a day,
everyday

Sprint has redundancy features that provide
functional equivalency, including
uninterruptible power for emergency use

Sprint's network facilities are sufficient to
ensure that the probability of a busy response
due to loop trunk congestion is functionally
equivalent to what a voice caller would
experience.

Sprint is the nation's leader in the
development and offering of technological
features for TRS Sprint has introduced over
fifty key product enhancements including Split
Screen ASCII, Customer Database, Turbo
Code, E Turbo CodelDial Through, Gated
vea, Voice call progression

Sprint provides veo and HeO technology as
standard features as well as several variations
on these technologies
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CAs keep the user informed and notify of the
presence of recorded messages and
interactive menus CA positions have hot key
functionality that electronically capture
recorded messages and retain them for the
length oflhe call

Sprint does not charge for any additional calls
necessary to complete call involving recorded
or interactive menus

Sprint was the first proVider to process pay­
per-calls (Texas, 1996)

Sprint maintains a log of all complaints. The
log includes all of the required fields including
the date, the nature, the date of resolution,
and the explanation of resolution

Sprint provides summaries of the logs, which
indicate the number of complaints received for
a 12-month period ending May 31 st

Sprint has submitted annual summary of
Consumer Complaints log report:

.June 1, 2002-May 31,2003

.June 1. 2003-May 31, 2004

June 1. 2004-May 31 , 2005

June 1. 2005-May 31, 2006
June 1, 2006-May 31, 2007

Sprint provides full support. including a
primary point-of-contact, to contract
administrators to meet FCC requirements
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Sprint follows all FCC requirements for public
access to information and publishes in
directories, brochures and billing inserts,
instructions for TRS including 711 access in
phone directories, DA services and the
incorporation of TIY numbers in phone
directories to assure that callers are aware of
all forms afTRS

Sprint regularly provides 711 dialing
information in its education and outreach
programs

Sprint TRS users pay rates no greater than
the rates paid for functionally equivalent voice
communication services

(i) Sprint follows FCC requirements in the
jurisdictional separation of costs

(ii) Interstate TRS is recovered from all
subscribers for every interstate service
utilizing the shared~funding cost recovery
mechanism

(iii) Sprint works with NECA for
reimbursement of interstate minutes

The Sprint TRS Customer Contact process is
fully compliant with all FCC Requirements
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Future contacts belween the TRS
administrator and the TRS vendor shall
pr~\lideJorth~transferofTRS. customer
pr()file~E!tafrom th~outgoing TRSvendor to
theincqmingTRS.vendor..Such.data must be
.clisclosE!djnusableJormat least 60ciays prior
t()thE!pr()vider·sJa~tclaY.of service,.and shall
o()tbefjqld'cli:;lribute(j, shared or fE!vealed in
«;l~YOmer~aybYtherelay providerprits
8rTiploye:es, unless compelled .lodo,5o by
lawful order.

StateCertffication
Per FCC's Public Notice on TRS State Re­
certification released 511/02, the FCC
requests an.applicationbesu~mjtted. through
§~atE!'s()ffic:eoUhe(3overnor or other
(1e'e-gatedexec;uliveoffice.empowered to
provideTRS.

Concluded that TRS providers should have
acces,s t()~~'7orsjrnHartec~n()logy I() make
C:i:\lIerl[) e:nd otherbenefits available and
facilitate provision of TRS. (~15)

Go~chJded. thatTR$ providers are required to
PP13ElrveFGC'sJ1jles.perti:lining to.CallerlD
and call blocking services. (~22)

Conciuded that when a TRS facility is able to
!rC3n~fTlitan}'idenUfying informCition to the
nelwork, the TRS facility must pass through,
to the called party, the number ofTRS facility,
711, or, if possible, the 1O-digit number of the
t:Cillingparty.The identifying information
passed through the TRS facility to the called
party is to be detennined by the TRS
Provider.(~25)

Concluded that the following call types are
adopt£3das mandatorymillimumstandardsof
TRS.

Two UneVCO
Two Une HCO
HCO-to-TTY
HCO-to-HCO
VCO-to-TTY
VCO-to-VCO

-rhi~.· ft:!CJlJirementisl/vaiv£3d. forlntemet .Relay
ancj\fldeoRelayServic;esthroughDecember
31, 2007. (~35)

Sprint transfers TRS customer profile data to
incoming TRS vendors. The data is provided
in usable form at least 60 days prior to the last
day of service and is not sold, distributed,
shared or revealed in any other way by Sprint,
or Sprint employees

Sprint proVides each Sprint TRS state a re­
certification packet and assists in the re­
certification process

Sprint's S8? platform supports Caller 10
services

Sprint complies with all FCC rules pertaining
Caller ID and call blocking services

Sprint's S8? platform transmits the 10-digit
number for local and toll calls. Sprint's S8?
platform also will recognize the 10 blocking
indicators,

Sprint has provided the VCO and HCO calling
combinations since 1996
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~~q~i~~ ttlatall JR~facjlitiesbe able to pass
~mergencycall~rs to,the appropriate PSAP
\Vithi.rl~elv~,l11onthsofpUblication of this
Order in the Federal Register (8/24/03). (~42)

wrNs requirement has been waived, for Internet
R~l~yancjVideoRelay Services. (under
separate Orders for SRO and VRS)

Thi~~a'~r£;-~lj~VvSaDYusert()-retrieve
y()icelTl~~Clgesleft()nhisorhervoice
l11C3ilt)()x()rvoi~arls'Neringmachineby an
incoming call from athird party.

90nc:l~ded thatme C1llsllllering rnachine
retr~v~lto~e provided on interstate and
intrastate basis by 8/24/03. (~62)

Galli~leaseallowsaCAto s~t up a TfY-to­
TTY~nthatoncesetup does not require the
CAtorelayth~relaytheconversation.

glJl~dthat,o!1cetheCAsignsoff, orbe
~r~I~<:1~ed."(,3fterth~tvloTTYparties are
(;Onnect~d,at thispoint,thecall,~ases to be
a TRS call subject to the per-minute
reimbursement." m68)

'1l1isrequirel11entis\Vaiv~d,for InternetRelay
and Video Relay Services.(1f76)

$p¢~dcHaling. aH()WSus~rsto rnanually store a
li~t()ftelephonenuJnberswith designated
~p~~dciIalirlg, codes in theTRS .users
consumer profile,

T~isreql1iremel1t,iswajved for Internet,Relay
and Video Relay Services.(1f76)

[hree..ViaYf;aHiflg feClture., is generally
arrangedinoneoftwo ways. (1]73)

j.i'1l1eTRS c()rlsulllerrnayrequest that the
CAsetuPlhecall""ithtwo other parties

t,The secondllllay is to.setupa three..way
t:<:l11>isJorTR~llsert()COnnectto two
telep~pneliflesatth~ .s8rne time from his or
~~rpff3rnisesbyusing the telephone's switch
hook (or "flash") button.

j11isrequiremelltislIlIaived, forlntemetRelay
and Video Relay Services.(1f76)

Sprint immediately connects emergency
callers to an ~appropriate~ PSAP as defined by
the FCC

Sprint has provided the Answering Machine
Retrieval since 1996

Sprint has provided the Call Release feature
since 2003

Once a call is ureleased~ from the CA
workstation. the call is no longer a relay call
and accordingly will not be charged to the
state customer

Sprint has provided Speed Dialing or Frequent
Dialed Numbers feature since September 1,
1996

Sprint has supported three-way calling
capabilities, from the customer's premises,
since September 1, 1995
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Appendix K: FCC CapTel Mandatory Minimum Standards & Compliance Matrix

Eachcomrnoncarrier
pr()vidingtel~ph(mevoice

tri2nsmi~ionservicesshall
provide'l1otl~terthanJuly 26,
1~~3. in cOrnplia,ncewith the
regultitiol1s.pre~cribedtherein,

thrpugholJt t~eareain which it
{)ffers .~f'rvices,
telf!CClrTlrnunications.relay
serlJi~s,ifldi"idually.through
~esj9nees, thrqugha
CC)rnpe;itivf!lyselected vendor,
or in concert with other
carriers.

§pf!8ch-to-speech relay
seryiceshall beprovided.by
March 1, 2001.

Interstatf!Spanish language
rf!layserviceshall be provided
by March 1, 2001.

Irt~~ditlon,notlat~rthan
()ctpber1, 2p01,accessvia
the 711 dialing code to ali
relaysf!rvicesa,sa toll free
cali.

The Communications Act
defines TRS as "telephone
transmission services that
provide the ability for an
individual who has hearing or
speech impairment to engage
in communication by wire or
radio with a hearing individual
in a manner that is functionally
eqUivalent to the ability of an
individual who.does not have
ahearing impainnent or
speech impairment to
communicate using voice
communication services by
wire Or radio."Since TRS calls
handled via captioned
telephone VCO service fall
squarely within this definiUon .....,
i.e. they allow communications
between persons with.hearing
or speech disabilities and
persons without such
disabilities ~we.conclude that
captioned. telephone VCO
service falls within statutory
definition ofTRS. (W)

Sprint has been a CapTel
prOVider, on tlial basis, since
May 1, 2002 On January 1,
2004, Sprint successfully
converted CapTeltrial into a
FCC~complaint CapTel
service, first -ever in the TRS
Industry

Speech-to-speech relay
service for CapTel is waived
by FCC See Section 64604
A3

Sprint is also the first CapTel
provider to offer intrastate and
interstate Spanish services on
January 1, 2004

Sprint is able to process
inbound 711 calls to include
access to CapTel services
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n,r:o.nT.,r·voice

r~~:~:,:~~50ftware "is a
I) means ... for

w,,,vea. Inten"elina typed
is not ap>,licable.

recognition
the provision of
service ~is a

p~;::;:~~:~~~ means for ...
e transmission

,,,,,,,,u. Permits use of Oral­
instead.

Re"uirement applies.

Sprint requires that all CapTel
CAs have a high school
graduate equivalency as a
minimum qualification for the
job

All CapTe/CAs are tested and
competent in typing, grammar,
and spelling to ensure skills
meet the following FCC
Guidelines CapTe! CA
training provides familiarity
with hearing, deaf. and
Speech-Disabled cultures

A captioned telephone user
does not type in making a call,
therefore is never the
opportunity for the CA to have
to interpret typewritten ASL

CapTefs voice recognition
technology transmits above
1QQWPM

Oral to text tests are given to
all CapTel CAs

CapTe! CAs are trained and
evaluated to ensure all
aspects of confidentiality are
maintained and conversational
context is properly provided

CapTe! CAs are prohibited
from intentionally altering a
relayed conversation and will
relay all conversation
verbatim
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lor outbound calls (1[
bee:au:,e the CapTe/ CA is

set up and
relulse ttle call (1[46)

Nelt ,,'ai,'ed for inbound calls to
user made through a

However, if call
to the

access
is involved

cannot

Requil'emlent applies,

reqlJirennentto
is waived

10;;~i~~;:~~~0~ca~IlIS made from
a Inbound 711

one year

Re,qui,'em,ent appiies,

CapTel users dial sequential
calls directly therefore there is
no way for a CapTe! CA to
refuse sequential calls or limit
length of calls

CapTel will not refuse single
or sequential inbound calls or
limit the length of calls utiliZing
the service., If an inbound call
is made to a captioned
telephone user via the
captloned telephone access
number, set-up is automatic,
and thus there is no way for a
CA to refuse the call

CapTel is capable of handling
all call types nomnally provided
by common carriers

CapTeJ user dials 9-1-1.. Sprint
will route the call directly to the
most appropriate PSAP

The 911 PSAP center will
receive the caller's Automated
Number Identification and
Automated Locator
Identification. If the call is
disconnected, the 911 center
will call the CapTel user back
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Kel~UII·ement applies.

m36,47-48),

CapTel CAs stay on all calls
for a minimum of 10 minutes
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KenU'lferne,nt applies

Re"uirement applies.

Re"uirement applies.

Sprint CapTel ensures that
85% of all calls are answered
within 10 seconds and that
caller's calls are immediately
placed Sprint does not put
calls in a queue or on hold

Abandoned calls are included
in the speed-of -answer
calculation

Sprint CapTe/system is
designed to a P,01 standard
or greater measured on a daily
basis

CapTel users will be able to
choose their IXC carrier
through the CapTe! Carrier of
Choice program allowing for
the same access that is
provided to voice users

Sprint CapTe! is available 24
hours a day, everyday

Sprint CapTel has redundancy
features that provide
functional equivalency,
including uninterruptible power
for emergency use

Sprint CapTel network
facilities are sufficient to
ensure that the probability of a
busy response due to loop
trunk congestion is functionally
equivalent to what a voice
caller would experience

100



that
isan veo
ofTRS (~ 44).

for (~29)

Kecurrernerlt applies.

Sprint is the nation's leader in
the development and offering
of technological features for
TRS

CapTe! user both hears and
interacts directly with the
recorded message and makes
the selections as requested by
the interactive menu, The
CapTel user is alerted to the
presence of a recording by
hearing the recording and
seeing the captions of the
recording as the message is
played

CapTel users can replay
messages as required until the
message is both heard and
read as captions. The user
can stay on the line as long as
desired until the message is
heard in its entirety or
replayed" This is requested by
the user directly.. The CapTe!
user interacts with the
recorded message system
directly This is treated as one
call

Sprint CapTe/supports pay­
per-call call types
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Public Access to Info

ponductongoing ~ducation

and outreach programs to
PlJlJlicizea\failabilityof 711
access.

States must submit to the FCC Requirement applies.
a C()ntactpe~onorofficefor

TRScotlslJrnerinfonnation
aDd ¢omplaints about
intrastateTRS.

Sprint CapTel provides
summaries of the logs, which
indicate the number of
complaints received for a 12­
month period ending May 31 51

Sprint CapTel maintains a log
of all complaints The log
includes all of the required
fields including the date, the
nature, the date of resolution,
and the explanation of
resolution

Sprint follows all FCC
requirements for public access
to infonnation and publishes in
directories, brochures and
billing inserts, instructions for
TRS including 711 access in
phone directories, DA services
and the incorporation of TrY
numbers in phone directories
to assure that callers are
aware of all fOnTIS of TRS

Sprint CapTel provides full
support, including a primary
point-or-contact, to contract
administrators to meet FCC
requirements

Requirement applies.~~t~Sll1ustmaintail1 .. alog of
CCll'l1plaintsincltJding all
c()rnplaints alJotJtTRS. to
includefT1i~irnurninclude the
cjElt~tt1~C()rnplail1t""asfiled,

th~nattJre ofthecomPlaint,
tt1~dClte 0fresolution andEln
explanation ofth~ resolution.

States & TRS providers shall
submit to the FCC by july 1 of
each year, sumrnaries of logs
mdip<3ting the nUmber ()f
col'l1plaintsreceIved.forthe
12-month period ending May
31.

Carriers,through publication in Requirement applies.
theirqirect0ries, periodic
billingillserts, placernentof
TR~jnstructions.in phone
cjirectories,pA services,&
ipcorporation of TTY numbers
ill phone directories, shall
assure thatcallers are aware
of all forms ofTRS.
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Rec,uirement applies.

Re,aui"em,enl appiies.

Re'luirement applies.

CapTel users pay rates no
greater than the rates paid for
functionally equivalent voice
communication services

(i) Splint follows FCC
requirements in the
jurisdictional separation of
costs

(ii) Interstate CapTel is
recovered from all subscribers
of interstate services

(iii) Splint works with NECA
for reimbursement of interstate
minutes

The Sprint CapTel Customer
Contact process is fully
compliant with all FCC
Requirements
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Reaui,rem,ent applies.

standards pertaining
are waived.

requlirerr,en;,: still apply.

Sprint transfers CapTel
customer data to incoming
CapTe/vendors. Customer
information that is normally
contained in a TRS profile is
not required for CapTel as the
CA is anonymous to the call
and the CapTel user talks
directly to the called party
The data is provided in usable
form at least 60 days prior to
the last day of service and is
not sold, distributed, shared or
revealed in any other way by
Sprint. or Sprint employees
unless Sprint is compelled by
legal process to provide such
information

Sprint provides each Sprint
TRS state a re-certification
packet and assists in the re­
certification process

Sprint CapTe/will have the
capability to transmit the 10~

digit number and will
recognize the 10 blocking
indicators

Sprint CapTe/wlll deliver the
SS7 technology on February
1,2004

Sprint CapTe/supports the
veo calling combinations
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c:onc:hJ~e~th~t T'3Sproviders
I11lJl;>tuseCisystElmJor
iflcoflling.€ll11ergencyIRS
qallsthatatarninimurn,
alJtom13ticaUyand immediately
tra.nsfersthe caller to .an
appropriate Public Safety
Ans\VElring Point

qOr1c1ud€l~that the answering
machine and voice mail
tetrievalareTRS features that
rriustbeprovided to TRS
users.

Anl;>\Vering machine retrieval
through TRS Is accomplished
wl1€lntherecipient.of the
fTlf!5sage,the T~~ user, calls
the TRS facility and has the
CAUstento the voice
rnessagel;>'

Concluded that call release is
r€)quire~undElr FCC's
flJnc:ti0I1C1lequivalency
mandate.

t::ClUreleaseallowsa CA to set
up a TTY-to-TTY call that
(me:e set up does not require
the CA to relay the
conversation. The feature
allp\VsCAto!iign-off or be
~@Ieased~fromthe.t€llephone

.line \Vithout, triggering a
disconnectionbetween two
musers,a~er the CA
(;()nnects thepriginating TTY
caller to the called pany's TTY
ttlrough.e~g.a business
switchboard.

The requirement was not
addressed in the Declaratory
RUling.

Waived. m52)

CapTeJ user dials 9-1-1.. Sprint
will route the call directly to the
most appropriate PSAP

Answering machine and
voicemail retrieval is provided
by CapTel

Answering machine retrieval
through CapTe/ is
accomplished when the
CapTe/facility caption the
voice message to the CapTe/
users
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Coricludedthatspeed.dialing
featu~ .• is required.under
FCC's equivalency mandate.

9pe~ddj~ling allowsusers to
manually store a Jist of
teleph()nel1ul11~ers with
d~signatedspeeddialing

codes in the TRS user's
consumerprofile.

Concluded that three-way
calling is required. under
Fc;c;'s.·functionalequivalency
mandate but did not
~pecffically rnandate the way
suchJunctionalityhad to
provide.

T~el=Qg's9rderjmposing
suc~ r~quirel11entstated .that
~aenelc1lly~three~way. caIling
canpe .. provided)n.one of two
waysu One \Nay is for the
Tfl~··consul11~rtorequ~stthat
the CA set up the call with two
other parties.

The fiec()li~wayisto setup a
th~e-,VlCiY i;allis forTRS user
toct)nnect totw:o telephone
lines at the same time from his
()rherpremises by.using the
telephone's switch hook (or
"flash") button.

The requirement was. not
addressed in the Declaratory
ruling.

The requirement was not
addressed in the Declaratory
Ruling.

Sprint CapTel users will be
able to participate a three way
call.. Although the person
using the captioned phone is
unable to establish the three­
way call, the called party will
be able to do so by utilizing
telephone switch hook (or
uflash'") button on his or her
CPE Thus, Sprint CapTsl
meets the requirement for
three-way calling. (For One­
line CapTe/.) For Two-Line
CapTel either party can initiate
a 3 way call should the user
purchased this as a LEG
option

Sprint CapTel users will be
able to participate in a
conference bridge to speak to
three or more individuals
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Appendix L: Sprint's Report to the FCC on VRS and IP Waivers

FCC Internet and Video Relay Service Annual Progress Report
April 16, 2007

Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Renuirement requirement
L STS Waived STS is not In research Waived NA NA

through possible over the and Indefinitely;
1/1/08 internet. Voice development No report

over IP (VoIP) stage. Sprint required
**REQUIRES** is
Quality of investigating
Service. QoS and
means that all evaluating
the associated severai VoIP
data packets to determine
arrive in one acceptable
contiguous QoS levels to
stream and in support STS
order. In the calls. Sprint
\\internef' world, is also
there are many investigating
segments owned LAN/WAN
by multiple systems
providers using where QoS
dis-similar can be
routers. Some controlled
support QoS, internally.
some do not.
There is, at this
time, no
universal t

cooperative
methodology to
address the
internet
deficiencies.

2. NA NA NA Compensabl NA Sprint
Spanish e but non- prOVides ASL
Relay mandated to Spanish

service" Video Relay
Service.

3. Types NA NA NA Waived Voice over We are
of Calls through IP(VoIP) currently

1/1/08 requires Quality providing
of Service. QoS two-line VCO
means that all and HCO
the associated controlled at
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Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Requirement requirement
data packets the agent
arrive in one position using
contiguous IP or ISDN
stream and in inbound from
order. Video user

and
In the "internet" outbound POT
world, there are S to Video
many segments User
owned by and outbound
multiple POTS to Voice
providers using user, One
dis-similar line VCO and
routers" Some HCO began in
support QoS, Z005. This is
some do not limited to
The internet certain types
cannot be of end user
controlled by any appliances
single user. that allow
There is, at this voice access
time, no through the
universal, broadband
cooperative connection at
methodology to end user
address the equipment
internet
deficiencies.

Sprint offers
alternatives VCO
and HCO
solution by using
second line
(analog line)
where the Video
Interpreter asks
for a second
number to call
back using
three-way call
feature. The
procedure is
similar to two-
line VCO or HCO
call.

4. Waived Internet Protocol Sprint Waived Internet Protocol No additional
Emergen through network (IP implemented through network (IP information to
cy Call 1/1/08 network) does a "manual" 1/1/07 network) does submit
Handling not support the (directory not support the beyond our

Automated assistance Automated recent
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Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/limitations to Meet the

Requirement reouirement
Number lookup) Number submission to
Identification process for Identification the FCC
information for 911 calls information for Current
Internet or Video through Internet or Video options may
Relay Services. Internet Relay Services" restrict
Without Relay" The Without interoperabilit
automated technical automated y" An
knowledge of the challenge knowledge of the Emergency
originated remains of originated database is
location of the tying an exact location of the still in
call, Sprint is not location to an call, Sprint is not use today for
in position to IP address. in position to subscribers
transfer 911 No additional transfer 911 who choose
calls to an development calls to an to register a
appropriate has been appropriate profile;
PSAP" made that PSAP. however,

would allow agents must
Internet Relay verify the
users to place location of the
911 calls caller, as the
through caller may not
Internet be at the
Relay" same physical

location as
the profile
indicates.

5" Speed NA NA NA 1/1/07- 80% Sprint is Sprint will
of of all calls exceeding the continue to
Answer within 120 80/120 service meet the

seconds level requirement
(monthly) .. requirement that measured on

went into effect a monthly
January 1, basis.
2007"

6. Equal Waived NA NA Waived The IP network The technical
Access to Indefinitely; through does not support challenge
Interexch No report 1/1/08 ANI and end- remains of
ange required user billing tying an exact
Carrier mechanisms. location to an

Without IP address for
automated VRS users"
knowledge of However, the
ANI location, and very nature of
without an ANI the internet
to charge back makes billing
for tolls calls, for toll calls
Sprint cannot obsolete.
support equal
access to
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Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Requirement requirement
I interexchange

carrier features
for Video Relay
Service.

7. Pay- Waived IP network does The technical Waived IP network does The technical
per-call through not support ANI challenge through not support ANI challenge
(900) 1/1/08 and end-user remains of 1/1/08 and end-user remains of
Service billing tying an exact billing tyin9 an exact

mechanisms. location and mechanisms. location and
Without billing of pay- Without billing of pay-
automated per-call. No automated per-call. No
knowledge of additional knowledge of additional
ANI location, and development ANI location, and development
no ANI to charge has been no ANI to charge has been
back for a pay- made that back for a pay- made that
per-service call, would allow per-service call, would allow
Sprint is not Internet Relay Sprint is not Video Relay
processing 900 end users to processing 900 end users to
calls. be billed for calls. be billed for

pay-per-call pay-per-call
services. services.

8. Voice Waived As explained in Sprint is Waived As explained in Sprint is
Carry through number three investigating through number three currentiy
Over 1/1/08 above, voice and 1/1/08 above, voice providing
(VeO) quality over the evaluating quality over the two-line VCO
(one- internet is not several VoIP internet is not controlled at
line) universally alternatives universally the agent

effective at this to determine effective at this position using
time. acceptable time. IP or ISDN

QoS levels to inbound from
support Voice Video user
carry-over and
calls. Sprint outbound POT
is also S to Video
investigating User
LAN/WAN and outbound
systems POTS to Voice
where QoS user- One
can be line VCO,
controlled released in
internally. 2005, is

limited to
certain types
of end user
appliances
that allow
voice access
through the
broadband
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Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Renuirement renuirement
connection at
end user
equipment.

9" Waived As explained in Sprint is Waived As explained in Sprint is
Hearing through number three investigating through number three currently
Carry 1/1/08 above, voice and 1/1/08 above, voice providing
Over quality over the evaluating quality over the two-line HCO
(HCO) internet is not several VoIP internet is not controlled at
(one- universally alternatives universally the agent
line) effective at this to determine effective at this position using

time" acceptable time" IP or ISDN
QoS levels to inbound from
support Video user
Hearing and
carry-over outbound POT
calls" Sprint S to Video
is also User
investigating and outbound
LAN/WAN POTS to Voice
systems user" One
where QoS line HCO,
can be released in
controlled 2005, is
internally" limited to

certain types
of end user
appliances
that allow
voice access
through the
broadband
connection at
end user
equipment.

10" VCO Waived As explained in Sprint's Waived As explained in Sprint's Video
- to- through number three Internet Relay through number three Relay Service
TTY 1/1/08 above, voice Service is not 1/1/08 above, voice is not

quality over the designed to quality over the designed to
internet is not connect an internet is not connect an
universally inbound universally inbound video
effective at this internet caller effective at this caller with the
time" with the time" called party

called party with uses
who uses TTY voice, ITY
user or VCO user, VCO,
as HCO or
communicatio anything
n between other than
internet and video
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Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Reauirement renuirement
baudot because. the
protocols are videoconferen
not c1ng via
compatible. internet or

ISDN
protocols are
not
compatible.

lL HCO Waived As explained in Sprint's Waived As explained in Sprint's Video
- t 0- through number three Internet Relay through number three Relay Service
TTY 1/1/08 above, voice Service is not 1/1/08 above, voice is not

quality over the designed to quality over the designed to
internet is not connect an internet is not connect an
universally inbound universally inbound video
effective at this internet caller effective at this caller with the
time. with the time. called party

called party with uses
who uses TTY voice, TTY
user or HCO user, veo,
as HCO or
communicatio anything
n between other than
internet and video because
baudot videoconferen
protocols are c1ng via
not internet or
compatible. ISDN

protocols are
not
compatible.

12. VCO Waived As explained in Sprint's Waived As explained in Sprint's Video
- to- through number three Internet Relay through number three Relay Service
VCO 1/1/08 above, voice Service is not 1/1/08 above, voice is not

quality over the designed to quality over the designed to
internet is not connect an internet is not connect an
universally inbound universally inbound video
effective at this internet caller effective at this caller with the
time. with the time. called party

called party with uses
who uses TTY voice, TTY
user or VCO user, veo l

as HCO or
communicatio anything
n between other than
internet and video because
baudot videoconferen
protocols are c1ng via
not internet or
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Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Reouirement reouirement
compatible. ISDN

protocols are
not
compatible ..

13. HCO Waived As explained in Sprint's Waived As explained in Sprint's Video
- to- through number three Internet Relay through number three Relay Service
HCO 1/1/08 above, voice Service is not 1/1/08 above, voice is not

quality over the designed to quality over the designed to
internet is not connect an internet is not connect an
universally inbound universally inbound video
effective at this internet caller effective at this caller with the
time. with the time. called party

called party with uses
who uses TTY voicel TTY
user or HCO user, veo,
as HCO or
communicatio anything
n between other than
internet and video because
baudot videoconferen
protocols are cing via
not internet or
compatible. ISDN

protocols are
not
compatible ..

14.. Call Waived An Internet It is not Waived A VRS customer It is not
Release through Relay caller technically through utilizes a video technically

1/1/08 utilizes IP data feasible at 1/1/08 connection to feasible at
to place an this time to make an inbound this time to
inbound call.. provide call call.. The VRS provide call
The Call operator release operator utilizes release
connects the features with a voice channel features with
outbound dialing Internet Relay (557) to make Video Relay
voice call calls. an outbound calls.
utilizing However, dial.. Because However,
Signaling System Sprint will the two types of Sprint will
7 (557). Since continue to calls are not continue to
these two types investigate compatible, the investigate
of calls are not new call release new
compatible, the developments feature is not developments
call release to allow technically to allow Video
feature is not Internet Relay feasible. Also, in Relay
technically customers to the VRS customers to
feasible. use this environment, we use this

feature. are currently feature.
unable to
remove the
Video Interpreter
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Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Renuirement renuirement
agent from the
middle of the call
when the
inbound video
caller reaches an
outbound
customer who
also has video
capability,

15, 3- Waived The current It is possible Waived At this time, it is The voice
way through Internet Relay for the through not technically customer is
Calling 1/1/08 call environment customer to 1/1/08 feasible to currently able

does not support initiate a provide a 3-way to use the
the capability to three-way call Video Relay call. LEC-provided
perform three- if he/she has Customers using three-way
way calling conference VRS do not have calling
initiated call calling the web-enabled feature. One
from agent via capability, In ability to initiate or two of the
Sprint IP, this case, the 3-way video calls three legs of

operator does because of the the call can
not needed to limitations of end be engaged
perform the user equipment as they would
three-way Features of without VRS
calling customer being a part
function, premise of the call.
However, the equipment are VRS is
limitation is not under the transparent to
that Sprint's control ofthe this process,
Internet Relay VRS provider, The VRS
Service will and therefore agent who
handle only the VRS provider receives an
one T1Y user cannot control inbound video
(and the connection
unlimited establishment of has the ability
number of a three-way call. to out dial to
voice users) multiple voice
when using parties to
three-way create a
calling via three-way call
relay service. of which two
It is possible parts are
to have 2- voice and one
Line VCO via part is video,
Sprint IP The VRS
using user- agent
initiated platform is
three-way however,
calling, unable to

support a
three way call

114



Waivers IP IP Current Progress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status . Issue/Limitations to Meet the

Reauirement reouirement
between two
video
customers
and one voice
user at this
time.

16. Waived Sprint's current Customers Waived This service is Individuals
Speed through Speed Dial can maintain through currently using TV-
Dialing 1/1/08 system is their own 1/1/08 available for VRS based

supported by speed dial list customers who videophones
ANI driven on their choose to use do not have
customer profile. computer and our webcam this web-
Without being paste the based product. enabled
able to identify phone They can create ability to
the customer's number on a speed dial list speed dial
ANI, Sprint is the web prior online and through VRS
not able to to the call. greatly improve because of
access the The phone the efficiency the limitations
preferred speed number will and connect time of this type of
dial list. be pre- with the end user

populated to outbound party equipment.
agent's through the Features of
dialing Video customer
window for Interpreter. premise
efficient call Individuals using equipment
processing. TV-based are beyond

videophones do the control of
not have this the VRS
web enabled provider and
ability to speed determine
dial through VRS how the
because of the customer can
limitations of this interact with
type of end user Sprint's
equipment. platform.
Features of
customer
premise
eqUipment are
beyond the
control of the
VRS provider
and determine
how the
customer can
interact with
Sprint's
platform.
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Waivers II' II' Current I'rogress and VRS VRS Current Progress and
Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations to Meet the Status Issue/Limitations to Meet the

Reauirement reauirement
17. NA NA NA NA NA NA
Providing
Service
24/7
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Appendix M: Sprint Relay Fact Sheet

Sprint Relay
www.sprintrelay..com

Sprint is the leading provider of relay services in the United States so that those who are deaf and
hard of hearing can have anytime, anywhere communications. With 16 years of experience in
providing Telecommunications Relay Services (TRS), Sprint is the relay service provider for 31
states plus the Commonwealth of Puerto Rico, New Zealand and the federal govemment Sprint
has been awarded the following state TRS contracts:

Alabama
Alaska
Arkansas
California
Colorado
Connecticut
Delaware
Florida
Hawaii

Indiana
Illinois
Massachusetts
Minnesota
Mississippi
Missouri
Nevada
New Hampshire
New Jersey

New Mexico
New York
North Carolina
North Dakota
Ohio
Oklahoma
Oregon
South Carolina
South Dakota

Texas
Utah
Vermont
Washington

TRS enables standard voice telephone users to talk to people who are Deaf, Hard of Hearing or
Speech-disabled on the telephone. Under Title IV of the Americans with Disabilities Act, all
telephone companies must provide free relay services either directly or through state programs
throughout the 50 states, the District of Columbia, Puerto Rico and all of the U.S. tenritories, Sprint
Relay's experience in the field provides the assurance that all services delivered will meet or
exceed Federal Communications Commission mandates for TRS

Sprint Relay Services

Traditional relay services involve a relay operator serving as an intermediary for phone calls
between adeaf, hard of hearing and speech-disabled user and a hearing party. The TRS operator
speaks words typed by a deaf user on a text telephone (ITY) or via the Intemet and relays the
hearing person's spoken response by typing back to the deaf user

Emerging Technology:
Under the Americans with Disabilities, all telephone companies are required to pay a percentage of
the money that they collect from their subscribers into a national telecommunications relay services
fund. This interstate fund is administered by NECA (National Exchange Canriers Association).

Currently, two technologies are funded through NECA - video and Internet relay services. There is
strong competition in the TRS industry due to the fact that no state contract is required in any state
to process calls through the Intemet

Video relay services (VRS) provides American Sign Language (ASL) users with an attractive
alternative that offers them the opportunity to communicate by video conferencing using ASL their
native language, which may be preferred over the traditional TTY relay service. VRS requires
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users to have a personal computer or television monitor, a Web camera or videophone and high­
speed Intemet connectivity such as cable and DSL Sprint Video Relay, powered by CSD
(Communication Services for the Dea~, is a free service through the Internet that enables the deaf
or hard of hearing user to communicate in ASL to a hearing or standard telephone user Sprint
Relay and CSD launched the first nationwide Video Relay Service in May 2002. To connect with a
video interpreter, visit www.sprintvrs.com

Sprint IP Relay is also a free service that combines TRS with the ease and ubiquity of the Intemet,
allowing users to make calls from any PC or selected Web-enabled Intemet wireless devices
without having to use traditional TTY equipment. Sprint IP Relay users also have the flexibility of
using AOL Instant Messenger to access Sprint IP Relay. To connect using awebsite, go to
www.sprintip.com
. To connect using AOL Instant Messenger, send a 10-digit number to the screen name SprintlP.
Both access methods will connect the caller to an experience Sprint Relay operator.

Sprint IP Wireless Relay is a new service that allows customers who are deaf, hard-of-hearing or
who have aspeech disability to use wireless relay services on a select number of wireless devices:

1) BlackBerry phones (with an operating system 4.0 or higher). Customers can use this
service to communicate with any standard or mobile telephone user in the United States
via a free downloadable application at www.sprintrelay.com/download/. Users
simply select a contact from their address book or enter a phone number with
accompanying text instructions to a Sprint IP Relay Operator

2) PPC6700 devices - To download the free Sprint IP Wireless application, go to:
www.sprintrelay.com/download/treo.

Sprint IP Wireless allows users to have the mobility to make a relay call when they need to without
a TTY or computer and can be assured the connection is with an experienced Sprint Relay
operator

CapTelSM (Captioned Telephone) relay service is a leading-edge technology developed by
Ultratec, Inc. of Madison, Wis, that allows people to receive both voice and text captioning, nearly
simultaneously. A special, Cap Tel-equipped phone is required in order to place a call through the
CapTel relay service. The CapTel phone works like any traditional phone with callers talking and
listening to each other, but with one very significant difference - captions are provided live for
every calL The captions are displayed on the CapTel phone's built-in screen so the user can read
the words while listening to the voice of the other party. For more information on CapTel, visit
www.captionedtelephone..com

Relay Conference CaptioningSM , developed by Caption Colorado, combines real-time captioning
and standard relay service to provide relay conference captioning calls for deaf and hard-of­
hearing individuals (in participating Sprint Relay state programs). By using an Intemet Text
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Streaming platform supported by skilled captionists, RCC provides highly accurate real-time
captioned text for any live conference call

For more information, please visit www.sprintrelay.com
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Appendix N: Copy of TSP Press Release

Media Contact:

Stephanie Taliaferro, 913-794-3658
stephanie.c.taliaferro@sprint.com General Press Release

Sprint Completes Voluntary Telecommunications Services Priority Program
Enrollment for Relay Network

OVERLAND PARK, Kan. - November xx, 2005 - Sprint (NYSE: S) today announces that
it has completed the final milestone in enrolling Sprint's telecommunications relay service
(TRS) in the FCC's Telecommunications Service Priority (TSP) Program Sprint TRS,
communications services available for individuals who are deaf, hard of hearing or have a
speech disability, is comprised of a network of call centers geographically disbursed
throughout the United States.

Effective October 31, 2005, all 14 Sprint Relay call centers were successfully activated
under the TSP Program. Unlike other TRS providers, Sprint's TRS network is designed to
reroute traffic to other Sprint Relay centers across the country to continue uninterrupted
service with minimal customer impact.

"In less than five months, we were able to complete the implementation of the FCC's TSP
program," said Mike Ligas, director of Sprint Relay. "Sprint is dedicated to providing
effective communications services for individuals who are deaf or hard of hearing and we
recognized the urgency to ensure reliable communications during emergency situations"

In 1988, TSP program was established to prioritize the restoration of telephone service to
critical facilities and agencies at times when telecommunications companies are typically
overburdened with service requests, such as after a natural disaster. In the event of a
regional or national crisis, the program restores telephone services most critical to national
and homeland security on a priority basis.

Sprint Relay Portfolio of Services
Sprint has 15 years of experience in providing relay services to persons who are deaf,
hard of hearing or deaf-blind or who have a speech disability to communicate with hearing
persons on the phone. Sprint offers relay services through an intelligent platform to the
federal govemment, 30 states, the Commonwealth of Puerto Rico and New Zealand.
Sprint's experience in the field provides the assurance that all Sprint Relay services will
meet or exceed Federal Communications Commission requirements for
telecommunications relay services (TRS) Relay service is available 24 hours a day, 365
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days a year, with no restrictions on the number of calls placed or call length For more
information, visit wwvv.sprintrelay.com

Sprint Government Systems Division (wwvv.sprint.com/government) is based in
Reston, Va., and offers the full range of Sprint product and service offerings for federal and
state government customers.

About Sprint Nextel
Sprint Nextel offers a comprehensive range of wireless and wireline communications services to
consumer, business and govemment customers. Sprint Nextel is widely recognized for developing,
engineering and deploying innovative technologies, including two robust wireless networks offering
industry leading mobile data services; instant national and intemational walkie-talkie capabilities;
and an award-winning and global Tier 1 Internet backbone For more information, visit
www.sprint.com.
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Appendix 0: TRS Information in Telephone Directories

_._.: :._~ ~"_~ ... ~ ,_~~_._.M_.~ ,. ~. _ ._w __ ~ __ "" ~ . . '0 __ • __ ._ •• ~ •• • _

Avallab!e 24 hours for youl convenience fur residence and slngle·line business cuslomllrs
M__M__ '_ M_M MM_ .. _MM M__M MMM_M_J~n:t_n:~.?:!~~~~~°!l~e_:~~y_~~I!M __ M."MM • MM.M M M _

To ordarcustom celling lealures for yourhama, lind out about our pfOducls, check !he slaWs of your
home b:l1 or report trouble on your line through an inlmclive system or taU 1'000-544-8047

3

.0IaI1-411

.011111-411
0Ial1"411

,YfYIW alltorn

1·600-32.4-4399

1-800··792-2665

Vlsl! our Wl!bslle at: wwwalt com

VIsU us on the Wllb at ytWW.glt.com
VIs!lemm(!nlaYmben~JmQ!

For local numbers
RJr Iong.. distance numbers
For Area Codes

VISIt,6J&.T Oil the Internet

For addilional copies 0\ yom local AT&T direclory, CIIn

AT&T directories for other alGas may lie Ofdemd lor an addiliona1 charga

Before ytJU dig ardrill on four property, call 10 a\lDid damaging your telephone and olherunderground
lines Please givs48-hour nolice as required by Gfala lalY 1-800482-69911
For aller-hours emergencies only, caB our Repair Service Cenler.

TOO phCllo numbers work only when caWng from aTelecommunlcalions Device for the Deaf {TOO}. II
eTDO Is not avaRablo, please ask a hearlng person 10 call1,,BOO-2BB·2020 lor maltarn Involving your
set'Jice or bill end 1..BOO-2~&B4l?4 for rl!pairs 10 your line

Telecommunication Relay Services Dial 711
Ii you haven IDO end need to lalk 10 someono who does nol have one, or if you do nol have aTOO
and need 10 talk to someone who does, please call these numbers lor asslslanca In rela;.ing II
message:
TOO .711011--800-285·1131
Volco 711 or I ,aOo-20S·1121
Cuslorner Service Cenler Bnd Repair [TTrrDO) 1--800-·324-4399
TOO Operalor Asslstnnce 1-800·855"1155
When using Refay Arkansas from apay phone., local caUs wltl be lree 01 charge. call11lg cards may be
used lorton and long dJslaoce calls and lhe call w11l cost no /mire Ulan If you used coins" CoUect calts
maybe placed 'fJj provkHng Ihe CommunIcations Assistanl your nama and the men coda and
telephone number thaI you r~5h 10 Cad

For all mattern, Including repair. relaling In your phone service
(TDDnumbll~

Digging or

~~:~;~~m-6pm, /
Monday· Fri~ay

EasyOplions· Services
Instructions from AT&T
(Call Wailing, Call Forwarding, elc)

How to
Reach Us

TOO Service Center
For hearing-impaired or
speech-Impaired cuslomers

AT&T Directories

c@~~

Internet Address

AT&T Directory ~
Assistance ~

Arkansas
Relay Service
For communlcal1on between TOO
users and hearing persons
Answered24 houm.....

:-t-:.:-:
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Just Dial
711

Appendix P: Copy of Telephone Bill Inserts

k'fli!iflAtI1Iftlfa
IlII"'i\lIillllili'

ARKAMSAS RELAY
WMN.arnansasrelny.ccm

WHAT IS ARKANSAS RELAY?
-ARS Is a FREE service thal provides the best possible
soluHons for people who arc Deaf. hard-of-hearing, deaf­
bllnd_ or have a speech disabillly, in order 10 have com­
municaUons by telephone with people who have normal
hearing

-,Accessible by Jusl dialing 711·-avallable 24 hourn a day,
every day of the year from anywhere In America

-Able 10 make Relay calls 10 almost anywhere In the
world with no restriction on the number, lenglh or type of
call Users pay for long-dlslance charges only

-All calls are 100% confidential and no records of any
conversaHons am retained

TYPES OF RELAY SERVICE OFFERED:

TTY ReLAr
Vlll~O RElJlV
CAPTa S~IMCE

SPANISH REl"'~

VC;llcE C ... nI\Y OVEIl

IfURUIC eMIlV OVCIl

SHl:CU-lo-5rrecl<
ReLAY O~·Lnre

WlIltU,SS Rel.AY
lllnllNATlOfW.. CAl.U

RElAl' CDIlFtrltIIC£

CAI'rlO~l"c;

We Help Bridge the C07tfllJ1l1tictltions Gnp

For more Information QO 10 WMv,arkansasllIlay.com or
coolae/' Tommy.R Walker@mall sprlntcom

Acl1ve / Retired Federal Empltl)'lles, Veterans,
and Indian Tribes, go to www.fts.gsa.goVlfrs
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You may qualify for 7J'tuz
assistive telephone

equipment through the
Arkansas Telecommunications

Access Program
ifyou are an Arkansan who has problems US~
log a standard telephone because of a hearing
loss or dlsabillty, you may be eligible for FREE
assistlve devices to help overcome this difficulty,
To learn about this free program and verify your
eligibility, fill out this form and return to address
below. TAP Is a service ofArkansas Rehabilita­
tion Services

TAP
2201 Brookwood, Suite 117

LIttle Rock, AR 72202
1-800·981-4463 (VITTY)
501-686·9693 (VrrTY)

or visit us at www.,arkansas·lcan.org

Namo

Address

= ~AR

Clly Stal·~'-ZJ~p~--

Phone
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Appendix Q: Copies of Relay Newsletters

N/A
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Appendix R: Copy of Annual Report or Other

N/A. Not Required by Arkansas.
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N

·CopT"'u.....,,,
,,,.pon,Ir.101''''h",,
own "'no <Ii.l.n",
<h~!l."

CapTe/ gives hard-of-hearing
Amencans their

What is CapTel Relay Service?
'The sennce Cl: ~llmllor 10 (~pllo"ed

lelevlslon, Spo."" wo,ds appenl n~
wlillen w:<t lor you \0 IClld.

I Dinllht! plllliDIl YOU're calli,,!! dire~lly.

• Capltons Ille ptovitl"tlllvl;l IOIIlVCIY phlmll
cnll.They ute dlsplayr:d all yout c.JpTal
phonD'o lluilt·in scrDlIn loryou to read
;IS \/011 lislen 10 your cll.!!er's volee.

• CapTlllRellly ServIce IS provided -IreII' o!
ch/ll"lln" lhroiloh Rollly Arkanslls.
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fllad dhplay wIndow buillllllll you' ClJpTei

. phone. DecBuse cepUons IIPPOIlr olmosl
GlmultanalJutlv Wilh spol;el1 l;oJlve'lInl;cn,
CupId USIIIS U"dc,sland the enml! conver·
saHon-by.hollfing and lllctlinglt.

9J.'!-'i.

./ Bright, easy"lo·read
display

,/ Simultaneously hear'
'. your coller's \JOIC!?;

and ,.Iad ~~Ptlons

Of~IJ£H·Ythhg ~\Ir
caller says'to you

CapTeJ C?,!ptloned Telephone
lets you communicate wIth

.,II.!:'

--;::-
\\'

'io\ llf· ro''''
••~ d""~ jar ." II bo~'0'<1"« ••••1"U'0." "It. :~, ,.,n" rl.!' "I. .,

\
\' v;; ,., ',"'" ">,,,. ,', 1'.,

-\~t\ddQ~
~'ai::a~ ."~, ~\' 'H~ I:;J

,l!!'~.'. ~'D·~D ,'".~. ''a\' ". ~ '. .. ~" .' 'li1D~"t, ."II ' .. '.",
,:<~'~ o~ _,,_ .~ ,"

"'0,.'.·..... ,·.•.. r
; " ..
\!.,..,~d' .. ::FJ:!J:;, f;',·~·

,.

'.~

, A"jll.l.hlo ,,"S.laird> "",,,It

I S,II,,~, ."n''''''·''''«lml'''d lCO ,«~."

• ..1>.1:"1 ", ~'_<IIO"M'~''''''II", .11""" <:.l1I
,olJD);",,. ", ",.m"'}' ..." b.> ,,,,,_,,,,<1~~'" lung.", "pi

, Op"o...I3.~ "'Ill "llll"'I'~I"'. ""In ".dJo~",""d,lo"
"";""'''' p>llh "",d.~M .:hN Oo:ifli,,,,Ii<I.,,,rrg UOy,"",!

15.'''''''10 5J\.m,oh <.Jr.b""",o •••lI,hl<>

I "",,,Illy ·.v....r~ON- "fI,i."
• Sol"•.,. l>J\;lJ<!<O. un ~o ltlUlltnrl'e:tllho::w,.

10 y.'" J'l'o"" "'Of ~"'" ~ho"o 10"0

! t~,y=.'0 .ou:~m,1I b i"te,~"i.u ,ololll,,,,,o
"'."U"¥""""

• 5"und "'omUlfll\lIllJ'~pl.r.",,,j,,.'""""'!l'"lj",kll:;'
.h"".. t"lll/lCI~t01 "'''' "''''' J,,:t'''''n4< ""'IlllJ
~",="."<->ilJ

• Jl~ial-I<WO ""'01'1 ~oJ",,'~ c""",,1

I J,.""'Yon•••u"""'lJ,, I:.JpT"'phu,,._
,;mplytu'n a" lho pp,;",. 1.""'0'0
11•••0' Ir>.<lih",..ll'hlll,a

! /lbllhy I" ,o~'<O"yo", ....on.l ".,c.
"",,,~o'in~,,,.:;:!lI""'t=""·O""

• S~'.l1 d;.,l,"1I11l>'no'.m....'Ill<- "umb",.j

, La-I ",,"'II" "d,~1

The CapTel phone Is simple to install,
JusllJl'lplull your old phlHll: lind plug In

lhe CiJpT~J 1111<;101:: Therll are nG ;I1:ldilian91
llne dla(gos DSSOCllll\llJ Wllh usn of Ihl!
CilpTclphonl!.

~i~~\
I 1't>,.."'I"I~"'Il!I"<J:I"~,,Y<ilh~~I~m,,l>M<1

1"1'",.15<1.81

f1....--~.~~(" (iil1- @"I ~till@i



. .
H H [BE ~ •~H fn , ,

p mn f §
, r

w.) ~ f ;;.-l\; •• ., > i~~i i !~ g ~ I,1 "
,

~1ill- qil ~ ~ " f
,

H~
.' l!..'!i l: l: .- ! ;

~ ~~ ;l .,
~nh

n~ " h L~l>/I. •!-n .. .-
~ HP';

,
~

~

h, p, H

(~
1 ."

~n
,.

Ii
,

hi lU l I,
~ ~i! hI ~~ I .~'cl[ H. ~fa t -:it 'ltJ'"

i, p~

~~'-;:'.,,~,": ff~,~:"~:,,,::.,:'

II
~~

, 0 ,-
n '!Ii<! i [I' ~lli

"
,

" • WH ! .'i:il.s ,
H # p~ f~ ~ ~n
I- I ~~~ fd ,

~
~ ~ l:-

f~ ;; ~!::

1j ,
~;t, ,

! , t !H !&~,
~ • i

129



,,''-''.'':

"
• ~h~r ~ i iiH[ HH ,('?",

[""1""'"r: j}; al , ~B~ il " I'~ i H
~i~~f. ,

~Hi ~i

~ ,
11 H• 10:1" ~~ \~it" " ,, H~~ f " l'j~~"

,
g £!i H .,'0..... ', .• ,. ,,

g ~I :::':":I,';'::,i"'"

! ~
,

, , ~, Hfg ~f! 1 ~~ Hsi; ~;, m;

UUI
,
~. !:;', gO< ~.i; ,

• ~ pr,
~

130



Appendix T: Copy of Legislation or Other Establishing TRS in the State

ACT 1080 OF 1997

For An Act To Be Entitled

"AN ACT TO CREATE THE ARKANSAS DEAF AND HEARING IMPAIRED
TELECOMMUNICATIONS SERVICES CORPORATION; AND FOR OTHER PURPOSES."

Subtitle

"AN ACT TO CREATE THE ARKANSAS DEAF AND HEARING IMPAIRED
TELECOMMUNICATIONS SERVICES CORPORATION."

BE IT ENACTED BY THE GENERAL ASSEMBLY OF THE STATE OF ARKANSAS:

SECTION L (a) There is hereby created the Arkansas Deafand Hearing Impaired Telecommunications
Services COfP-oration.
f!?) The comoration shaIl be governed by a seven (7) member board of directors appointed by the Governor
as foIlows: three (3) shaIl be representatives of the deaf and hearing impaired community; and fOur (4)
shall be representatives of Arkansas local exchange carriers.
(c) The Joint Committee on Advanced Communications and Information Technology shaIl provide the
Governor with a list of two (2) names for each position and the Governor shaIl make appointments from the
recommendations of the commillee no later than June I. 1997.
(d) The initial appointments shaIl be for such terms as wiIl result in two (2) serving a one (I) year term. two
(2) serving a two (2) year term and three (3) serving a three (3) year term. AIl successors shall serve three
(3) year terms.
(e) The Governor shaIl designate one (]) ofthe board members to preside over the initial meeting of the
board, at which meeting the board shaIl elect a president, a secretary. and such other officers as it deems
appropriate.
mMembers of the board shaIl serve without compensation, but may be reimbursed for reasonable
expenses except that no corporate money shall be used for Qlit-or-state travel expenses.
(g) All vacancies on the board shall be filled in the same manner as the original appointments.

SECTION 2. (a) In order to ensure broad representation and a quorum, all board members have a
responsibility to attend all regular or special meetings of the board.
f!?) A board member shaIl be subject to removal from the board in the event the member shaIl fail to present
to the Governor a satisfactory excuse for his absence. Unexcused absences from three (3) successive
regular meetings, withnut attending any intermediary called special meetings, shaIl constitute sufficient
cause for removal.
(c) Removal of board members shaIl be in accordance with the foIlowing:
(l) Within thirty (30) days after each regular board meeting. the secretary of the board shaIl give written
notice to the Governor ofany member who has been absent from three (3) successive regular meetings,
without attending any intermediary called special meetings. The secretary's notice to the Governor shall
include a copy of all meeting notices and attendance records for the past year. Failure by the board
secretary to submit the notices and documentation required by this act shall be considered cause for
removal by the Governor in accordance with the procedures set forth at Arkansas Code § 25-17-210.
(2) Within sixty (60) days after receiving the notice and supporting documentation from the board
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secretary, the Governor shall notifY, in writing, the board member or his intent to remove the member for
cause. This notice shall suffice for the notice required in Arkansas Code § 25-17- 21O(jj).,
(3) Within twenty (20) days after the date of the Governor's notice, the board member may request an
excused absence as provided by this act or may file with the Governor's office notice that the memher
disputes the attendance records and the reasons therefor.(4) The Governor shall grant an excuse for illness
ofthe member when verified by a written sworn statement hy the attending physician, or other proper
excuse as determined by the Governor.
(5) Ifno rebuttal is received or other adequate documentation suhmitted within twenty (20) days after the
date of the Governor s notice, the board member may be removed in accordance with the provisions set
forth in Arkansas Code § 25-17-210.
(d) Any board member referred to the Governor because of excessive absences under the provisions of this
act shaH not be entitled to any expense reimbursement for travel or attendance of any subsequent meeting
until the board receives notification from the Governor that the member has been excused for the absences.

SECTION 3.. The board shalllevv assessments on all providers oOocal exchange service not to exceed ten
cents ($0.10) per subject access line per month in order to fund the services provided hy the cornoration.
The board may adjust the assessment in January of each year but at no time shall the assessment exceed ten
cents ($0.10) per subject access line per month. The assessment shall not be levied on more than one
hundred (100) lines at any single customer location. The assessment may be collected by the providers of
local exchange service from its customers and transmitted monthly to the board and the board shall deposit
the same into a financial institution authorized to accept public funds. The assessments levied by the
cornoration shall not be considered a tax and not affected by any laws of this state governing taxation, nor
shall the assessments be subject to any state or local tax or franchise fee.

SECTION 4. The corporation shall:
(I) provide telecommunications relay services (including, but not limited to, services that enable two-way
communication between an individual who uses a TDD or other non-voice tenninal device and an
individual who does not use such a device) for persons who are deaf, hearing impaired, deaflblind, or
severely speech impaired:
(2) take other actions necessary and proper to provide telecommunications services to persons who are
deaf, hearing impaired, deaflblind, or severely speech impaired:
(3) have perpetual succession as a body politic and corporate, and to adopt bylaws for the regulation of the
affairs and the conduct of its business. and to prescribe rules. regulations. and policies in connection with
the performance of its functions and duties:
(4) adopt an official seal and alter it at pleasure;
(5) sue and be sued in its own name and to plead and be impleaded:
(6) make and execute contracts and other instruments necessary or convenient in the exercise of the Rowers
and functions of the authority under this act including contracts with persons, firms, corporations, and
others:
(7) purchase insurance; and
(8) do any and all other acts and things necessary, convenient. or desirable to carry out the purposes ofthis
act and to exercise the powers granted to it by this act.

SECTION 5.. The corporation shall not employ any person as a salaried employee but shall rely upon
volunteers and professional services obtained by contract. No corporate asset may be used to purchase or
lease any real property nor is the comoration authorized to incur any indebtedness.

SECTION 6. The corporation may maintain an office at such location as it deems suitable.

SECTION 7. The corporation shall be audited annually in accordance with generally accepted accounting
procedures and file a copy of the audit with the Legislative Joint Auditing Committee and the Public
Service Commission.
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SECTION 8. Within thirty (301 days after the first meeting of the board. it shall cause articles of
incor:poration be filed with tbe Secretary of State.

SECTION 9.. The purchase of telecommunications services by the cor:poration shall be by competitive bid
using procedures substantially similar to the state purchase law.

SECTION 10. The board shall transmit to tbe Legislative Council, the Governor. and the Public Service
Commission an annual report of its activities. The annual report sball be filed by March 31 st ofeach year.
SECTION 11, (a) The provisions of/his section apply only to telecommunications corporations with (ewer
than ten thousand 0 0.0001 access lines which have elected to become a Sect/on 12 comi'any pursuant to
Act 77 oU997.
(b) All such telecommunications companies currently making contributions which affect the Arkansas
Intrastate Carrier Common Line Pool (AICCLPI and/or the Arkansas Intralata Toll Pool due to prior
review shall nol be required to continue making such contributions effective upon the company's election as
a Section 12 company. pursuant to Act 770(1997. Provided {{the company discontinues making
contribut/ons to the Arkansas Intrastate Carrier Common Line Pool (AICCLPI and/or the Arkansas
Intralata Toll Pool, one percent 0%1 orcomribut/ons that would have been mode to the Arkansas
Intrastate Carrier Common Line Pool (AICCLP) and/or the Arkansas Intralata Toll Pool (or ten 001
months will be paid for start-up costs 1o the cooperation provided for in this act.

SECTION 12.. All provisions of this act of a general and permanent nature are amendatory to the Arkansas
Code of 1987 Annntated and the Arkansas Code Revision Commission shall incorporate the same in the
Code..

SECTION 13.. If any provision ofthis act or the application thereofto any person or circumstance is held
invalid, such invalidity shall not affect other provisions or applications of the act which can be given effect
without the invalid provision or application, and to this end the provisions of this act are declared to be
severable..

SECTION 14. All laws and parts of laws in conflict with this act are hereby repealed.. Provided however. to
the extent any provisions of this act conflict with any provisions of Act 50 I of 1995 the provisions of Act
50 I shall grevail,

SECTION 15 EMERGENCY. It is hereby (ound and determined by the General Assembly that the deaf and
hearing impaired citizens of/his state have inadequate access to telecommunications services;' that this act
will enhance the delivery o({elecommunications services to the deafand hearing impaired citizens o({his
state. and that this act should go into effect as soon as possible. Therefore. an emergency is declared to
exist and this act being immediatelv necessaty for the preservation of/he public peace. health and safety
shall become effective on the date oOts approval by the Governor. l({he bill is neither approved nor vetoed
by the Governor. it shall become effective on the expiration of/he period o({ime during which the
Governor mav veto the bill. If/he bill is vetoed by the Governor and the veto is overridden. it shall became
effective on the date the last house overrides the veto.
NHopkins

APPROYED:4-03-97
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Appendix U: Copies of Complaint Logs from 2002·2007
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TRS COMPLAINT lOG
Arkon~llS Deaf Dnd HeoTlng llTlpatfed TolecommufllCllliOfl Sernce (ADH1TSl

Reporl1ng Period
JU1l1l1, 2001" MllV 31, 200.2:

NO. DATE OF NATURE OF COMPLAINT DATE OF RESOLUTiON
COMPLAINT RESOLUTION

1.\ 10/5/01 The customer spoke to a 10(5/01 The supervisor apologized for any
supervisor and laid her thet inconvenience, and promised to
Ihe CA (and cave her number) fife the com lamt and speak with
was a vary bad I 1st and the CA. She also suggested there
should nol be taking an could have been sialic or some
relav calls. kind of interference on the line.

The supervisor spoke with the CA.
She did not mcall any typlnn
problems with an cuslomer, and
did not even remembenng having
\0 reoeal anylhing to customers,

2.\ 10/16/01 The cuslomer asked for a 10116/01 The su eN!sor dIscussed the call
su ervisor dunng tha call. She with the first CA. She said she
had received this rela calL did not give the 8)(plenation because
answenng ~thlS IS ....• GA", the customer used "GAM when she
so the CA had not gIVen her answered Ihe announcement of the
the first time user ex Isnellon. call. She hed s oken louder because
She was upset thellhe CA the party said she could not hear her,
had not explamed relay to her She said the called party was trying
and dId not know wh she had to lnlerru tlhe callfng pa io et a
10 use GA eve time. number, but she had told her she was
She also said the CA had nol able to do Ihal Since we cannot
~ralsed her voice.M She asked Itype a response unllf!he ltv types
that anolher CA complete the GA. The supervisor did (ell the
call. cuslomer she was so for any

problems, and did rani her re uest
to rovlde another CA to complete
lhecall.

3.\ 10/24/01 The customer spoke to a 10124/01 The supervIsor apola ized for any
su ervl$or and Said she had trouble. She did also commit to
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TRS COMPLAINT LOG
ArkenSIl3 Cl!!Sf and Hl!lIUfl9 Impalfl!dTll:leCOfTllmmlCsllon SI!IVlCll tA-CHITSl

RcporHng Penorl

JUIl81, 2001.· May 31. 2002

Iried to gat In 10 Iha canter. check the eqUipment for any
and lhe phone had rung for problems. She aJso advised Ihe
7 minutes slr-31ght with no customer to hang up and redial if
answer. Sha wasl.rvmQ to we do not answer 1I1 a few mmutes
call a deaf friend 10 wam of The supervisor did find one piece
bad wealher. of eqUlpmenllhat had malfunclloned.

and Immediately corrected lL

4.1 1119101 The customer lvoed 10 the CA 11/9101 The suoervlsor advised the customer
"Are you a nigger?" She called thai this lanQuaQe was not
Ihe supervisor to lalk to the appropriate, and if used in the future
cusiomer. AgalO, Ihe customer the CA could or would han u .Hely ad
I ed "M friends don't Ilke "I will not usa relay becuz: there are
to call because nlO-Qers work mQo:ers work there." The supervisor

-- - there." disconnected the line. bUI did nol
gellhe full caHin number.
Sha adVIsed the CA 10 let supervisor
know If any problems 10 the future.

5.1 11/18/01 The customer SPoke wllh a 11118101 The supervIsor apolo ized for the
supervrsor and said he had garbling, and she did advise thai
been havln trouble with the relay canler message with the
geWn the CA number. and CA number printed automatlca!!
was only rocetvin upon enswenng. She also adVised
"QXWZ45~ thet excessiVe back round nOIse on the caller's

I end could interfere wUh the message. She scud
she would lellt with the CAs on dulv and also

1 check for an e UI rnent problems. She filed the
report and invesU ated for roblems. but found no
trouble or anv CA report of ambled messaoes.

-

6.1 11/28/01 The cuslomer s eke to a 11/20/01 The supervIsor filed the rEi ort \'Iilh tha
supervisor to report that a CA mana sr on the CA customer hod
had been very rude and dis- provided her number}. The manaoer

2



W
-.J

lRS COMPLAINT LOG
Arllansa:; Ocaf and HCill1fl9 Imp:ured Telc.eommlinitQlkm $(!l'\-1Clt {AOHITSI

Reporting Period
JUIle!. 2Cl01.· May 31. 20112

rtJPllva during her call. The met wilh lhe CA 10 discuss the caH.
CA had laid her that she. was The CA said the veo user was
"blasUng her ears off." She did latkino: loudlv. The manager
have the CA number 10 report, explained Ihat with heanng loss, a
and wanled a manager to call speaker Is not able to monitor volume
her back about this. In speaking. She also sug esled

atherwa 10 use headset adluslments
10 make the loudness acceptable.
The manager did call the cuslomer
10 a mn apolo Ize and report Ute
meeUnQ '....ilh the CA \0 the customer.
She seemed satisfied with the
resoluUon.

7.1 12/12/01 The customer spoke to a 112112101 The suoervlsor did apologize for lhs

I supervisor 10 raoonlhat he I inconvenience. and filed the report
relt the CA had disconnected to lnvesl1gate. She did talk to the
him eari ,and he had never CA, who said the IndIcator lhallhe

olten the 0 ortunil 10 make caller had hun u a eared on her
a subsequent call. He provIded screen, so she did not ask: for a
Ihe CA number. subsequent call, but proceeded 10

release the line.

a., 2/22/02 The customer called on the 2122102 The su ervlsor adVised the customer
Customer Service Une \0 lei we would Invesl! ate the sHuaUon and
us know she had tried 12 Urnes have the ARS Outreach Mana er
between 4 and 5 on 2/21 and did contact her. lookmo at the records.
no! gel answer and wanted 10 we had not bean busy dUr1nQ that
knowwh • lima eriod. The center's eqUlomenl

J
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TRS COMPLAINT lOG
Arkunsijs Oelli and Henllrtg ImpaJrlld TeJllcommlll1rC<llltln Sel'Vltl:! (AOHITSJ

RIlPllrtlng PC/iod
June1, 2001,. May 31, 2002

mamtenance contraclors were
called 10 check out an problems,
No trouble was found to explain this problem,

9.) 318102 The customer called on the 318102 The su eNisor explained that it was
ARS customer service line not our on 10 us! repeatedl read
10 sa he was upset thallhe the same messaQe for every call.
CA would not repeat the same The supervisor did file this report for
messa e to every sUbsequent the center and laid the customer
calf he made, she would make sure the mana e-

ment team would see il.

10.) 3/9102 The customer advised the 319f02 The su ervlsor a ologized for an
supervisor that she was not roblems. and did commit to file
happy with this CA currently this reoort,
on Une). She had given 3/15102 The CA's manager met 10 discuss
Instructions Ihat she dld.not Ihe call, The CA felt Ihere was
want 10 leave a message lr nolhlngwro wilh the way Ihe
an anSwE'fln machIne was I call had been handled since !he
reached. The CA had typed Inslructions were to nol leave a
the answering machine messaoe. not to Qlve no message.
messa e when II was reached. The mane er reviewed with Ihe CA
and she felt the CA had not some more appropnate customer
handled il correctly. She also service responses as weH as discussino
felt tha CA was va defensive the correct procedure. The complaint

.. and did not have lhe right was recorded In the CA's file•
alUtude.

11.) 3}15/02 The cuslomer called on Ihe 3/15/02 The supervisor immediately met with
ARS customer servIce line. Ihe CA to see what had happened.
She said that al 2 25 PM she The CA could nol remember any
had received a call from ARS, calls Iha! 01 disconnected from
bUI 3 limes [t had repeated Ihe line or that any call had a
Ihe announcement and then robtem connectlng \vith her.
gona blank dlsconnecled).
She asked that we check wllh

4
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TRS COMPLAINT LOG
Alkilnsils Ol!lll <Inti Hellnng rmpolted Tele«lmmull\clIlion Sel'Vlce {ADHITSI

Reporting Period
Junll1. 2001,_ May 31, 2002

a CA (aave the number 10
see what was wrenn with the, line.

12.1 4/16/02 The customer called !he ARS 4/16/02 The supervisor apologized for the
customer service line to say trouble, and did file the report wilh
she had not been able to et Ihe managers.
in 10 Ihe center for some time 4/17/02 A mana er caUed the customer

. 711, and she askad thaI a 10 ra art that the cenler had been
manaCler call her back to lei her very busY at Ihal Hmo, The supcr-
know what happened. visor had also found one of Ihe PC's

had malfunctioned, and corrected it
immediately,

I
l3.) 4/20(02 The cuslomer spoke 10 a 4/2.0102 The su ervisof a 010 !Zed for Ihe

supervISor to re ort Ihat she roblem, and did romise to file
I at a "busy" on her phone the complainl
aller connecting \0 the cenler 4/2.2102. The CA's manager discussed the
and feU the CA had hun up call with her. She sard she did
on herlpravldad Ihe number remember a caller who came In on

ASCII, and she could nOI seem to
ever connect with her, so she had
reteased the line.

I

14.1 4/22102 The customer called on the 4/22102 The su eMsor sard she was sorry
ARS customer service line 10 for the lrouble. but would file a re ort
report she had been unable to as well as check for any problems.

at In to Ihe center for some She ImmedIately did test calls, and, Ume. found noth!nQ wron . She did find
one PC In the cenler had a roblem,
and II was corrected !mmedlately.
There were no further re orts of an
problems.

5
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ArJmnsns Relay Servke
FCC Customer Complaint Log

July to December 2003

No. Date of Nature of Complaint Date of Resolution
Complaint Resolution

1. 718103 Customer called in on the Customer 719103 Supervisor referred problem to Facilittes, who
Service Line to let us know he was having made test cells the same day, and found no
trouble reaching a CA through 711. I problem, On 7/9/03, Facilities did 70 test cans

from the customer's LATA throughout the day,
and could not duclicate the problem,

2. 711 7103 VCO customer asked for a supervisor and 7117103 The supervtsor apoJogizcd for thc inconvenience,
advised her that he was having problems and reported ilIa the CA's manager. The CA's

I with this CA (ami gave her number), manager discussed this customer's complamt with
saymg that he gIves the nwnbcr to call to her immediately, revlcwed the correct method of
the CA. but gets no response from her. handling TRSNCO calls. This CA handled VCO
He repeated this process, and stilI gets no calls correctly, when morutored. The CA was
answer from the CA. Each time It adVIsed that any more reports ofmishandled calls
happens with this particular CA. he has to could result m diSCIplinary action.
hang up and cali back in. He does not
have this problem with any other CA in
the center. He wanted us to he aware of
this $0 we can correct the problem.

3. 9111103 Customer asked for a supervisor. 9111103 The supervIsor apologized for the inconvernence,
complammg how 1uslher call with a long reviewed the call on the screen, sought review and
recording was handled by the CA. The advice from a manager, and then advised the
CA had recorded the message because It customer the CA handled it correctly because it
was a very iong one, and she could not was a very long recording, and she had typed
type verbatIm without the recording. The everythmg on lite recording verbatim.
CA advised the customer that she was
redialing and recording the message for
himJher so that she could give him!her the
full message. The CA had typed the
busmess name, and the recording
verbatim. The Customer complained Lhat
the CA did not follow the Arkansas
procedures. and that the CA typed too
slowly.
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Arkansas Reiny Service
FCC Customer Complnint Log

July to December 2003

1
4

.
10128/03 Customer called m on the Customer 10/28/03 SupervIsor apoiogrzed for the customer's

SCI'Vlce Line, coml1latning about havmg mconveruence and said that the relay center

I to wait 10 mmutes to gel a CA. He Kept received an unexpected large volume ofeans and
getting a recording that said "thank you have been extremely busy during the last half hour.
for holding, all CAs nre busy on caUs, and After a few mmutes of discussion with tbe
please Watt for the next available CA." customer. the supervisor checked the call data. and
He wanled 10 know what was gomg on. adVIsed tbe customer that the call volumes had

stabilized. She also told him he should get a CA if
he caBed within the next few minutes.

5. 11125/03 Customer called in on the Customer 11/25103 Supervisor apoiogtzed for the inconvemenco. She
ServIce Line to ask the supervisor to spoke to the CA. and the CA said that the customer
advise the CAs that they should wall for had typed 'GA'. so she started dialing out only to
the 'OA' before dialing out. have the customer backspace to erase the 'GA' and

stm typmg again. The supervIsor then advised the
customer that she had spoken to the CA and
clarified what had happened. The customer
remembered she had backspaced to erase the
'GA'. and aoolo21zed for caUStnl! the confusion.

6. 12/2103 Customer called in on the Customer 12/2/03 Supervisor apolOgized for the customer's
Service Line. His message was very inconvenience, and adVIsed him we had been
garbled. but he appeared to be asking why extremeiy busy during the day with higher than
It was so hard to get mto the TRS. He expected colI volumes. She expillmed to him that
wondered what would happen ifhe wtlen he cal.ls tn, he should not hang up and call
needed to call 9w 1w 1 and we were very back in because it witl move Ium to "last m line"
busy. for a CA. She also adviscd him that ifhc had a 9-

i-I emergency, he should diaI9-I-t directly. Thc
customer appeared sattsfied with the response,
thanked the supervisor. and bung up.

7. 12113103 Cuslomer called comptammg about not 12115/03 Manager called the customer back. and referred
being able to place an mterstatc caH from her to the SBC LD Busmess Office for resolution.
Arkansas through the rciay usmg SBC LD
as the carner.

8. 12116/03 Customer called, very upset they could 12117103 Manager called and left. a message on the
not olace long distance calls Vla the relav customer's answcnnp.: machmc, but never heard
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Arlmnsas Relay Service
FCC Customer Complaint Log

July to December 2003

u,mg SBC LD. She called SBC LD, and back from her.
they advised her it was a relay problem.
Sho has to use the relay to call her Deaf
daughter, and her !XC is SBC LD. She
said she would get the Governor involved
ifthat IS what 1t would lake to get It fixed.
She said our relay servIce and our CAs
were wonderful. she has no complamts
with us, but she was upset with SBe LD
for not processing her calls through the
relav.



Complaint Tracking for AR (06/01/2004-05131/2005), Total customer Contacts: 10

Tracking#- Dalo 01 Den!
, 'CoowL to'

K64650S4 07111/04 6517 tl17 Customor c;Jnad a13:30 At/.
and :;la/ell the Opr,lnllJ(nrpl~

her when ahe wu trying III
lype an nxpl~naUon TIll:
t::llatamer sillies she was trying
10 telllhll Opr thlll she WllS
mllktng II tong Ills1l1nCl: caD
bullhe Cpr. kept asking fer
phone numbor

Dale of ': ExpI,anaUon 01 Fl!iso}ullon' ,,' ':
Resolution:.' "',",,':' ',,;' -, :: ..,::: ;:, ':,
07111/Ool Apologized 10 clmlomor Suparvlsot mel

wilh Opr to IClliew plopelproClldurt'!>

K64111635 9/17104 11541lf #00

K64357-\62 0112~105 22111F 1:05

Kfl435739B 01124105 11551 F 1m5

Cuslornllt {lavaCA numlmrlo
l;llIL GA said "Ono Momont,
plellse" fOlK limes Customer
held for 10 minutes, but elIll

plot:a,sed
hun" IJll lind IU­

ed Relay

~5111!l:16pm Cuslomer
I~ald OPf 2261F h\lll!1 up on
I/lem 1 warned the apr 10
rlliliovo my message' Ilnd tho
apr h\lllg up 011 me CU'lomer
wllnts flJlIlJ\l).II;> via emu"

11Z4105 UIIl:15 pm Cusl seid
"Opr esS1F hun;:! up on rna the
other day_ Iwanled Ihe Opr 10
reiliove my menage; und filii
apr hung UP on me," I
apologized fellhe slluulJon
and Ulunked the caner 101
bflnlllnll the slluallen 10 mloy'1:
ollenlioo CuslometWlInls
fellow up vie emllU

00122104

01125105

021OelO5

Apolllgiled fOI !m:orweolenCl Supervisor
mel wllh OPI 00 !lIZZ Cpr \OIllS coadled
on I:nwnng Ihlll ClJslomer waG !monned
and lhal ClIlb must be pn:x:e~od as
to:::lruell!tl

Apologtz:ellio customor and thanked 1m:
cllllet"for bringing 1110 our alienI/on Opr
WilS CODdled on !lilf tormct procedure fer
dttltonoecHng n can iln~ ref AMR 11Z4f05
Em.,lllld 10 ClJ:>IOmelOn 1125/05 Infe!1ll11ll1
U1e:n of lho lelHlIuUon arnlillanklld them
101 uslnll Sprint RelllY

ApolOlllutf 10 ClJslomer Appropr.!lle
collcl1lng prnvltfed 10 apr on retrieving
flom AMRI: Emalllld follow up teller 10
aJslomer on 21!1Jtl5

KG442!lS1l3 (I212Jf05 22411F

KfH513113 03128105 70211

1105 ~2119105al~11llU~11IllThesltlmer slated Ihey lIsked
fchllll/ll mos!:ilge5 ffom

Isllhem,
hallhe Opr

on them ClY.ilomcr
sis lonow lip by llmoll

a18 IMymolher)",,1 cailed hetD v.ill1
lthts ngcnlnnd Dol my
llnSwelln1l machlno I kepi
l)'plng Hello . hcUo, bUllhe
ogonllgr'lored mc lind then
hU/I{I up No follow-1.lp

retlUll51ed

02125105

03f2ll105

Apolgtzed for !he Inconv/lnlon=e 2./24fOS
mo! willI apr lind t:tIllwed on AMR
plol:l!dul-e& lind the undcrsl;ltld~ EmliU
~enllo cuslomer on 2125/05 ~aJnln!l

Ihlll Opr WlIIi ~llcl1ed lind !hl'Inked them
letuliing reIllY

Thnnke!i 1M cuslomcllor !cUing u~ know
aboulllle pmbfllm Agenl doesn1
Ill!lIIImber lhls cal! bullh:lfIlUghly
tel/iewed pTOcedlllOS for allSlYCltl1ll
machlnell The ilgetliundersllltlds pmper
pl'Oredllre
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K6462B2.26 04/16105 none #29 An A!kon~lI~ voice cuslomer 04/10105 Apologlwd 10 cu~lomer Problem refelTCd
called 10 complain Hlnllhe 10 ArkllnslIs Aceounl Milflllller, who
Mllnslls lelay voIce number revIewed AR conlmd IeQWromenls lind
was IIflSwt!rlnll' nY, u~ln!l up lalked 10 Spt1nl'~ Progrnm and IT sUlIl II
her cell phone minules whIle was verl~ed lhal AR answer sequent\! Is
she walled foron 1II1enilo 1) VoIce, 2)1TY, 3)ASCIl No Sprlnl
answer voIce No follow up problem was Identified. II maybe po!l!>lble
reque51ml Ihlllllle cu510mer (1!5peclany When uslna

II dlll'llal cell phone) did nol hear oeenl firsl
announce ARS (volco) and lhe CllI!WllS
then processlld Inlo nexl ::mSWllr
S\!quanee

K64636441l 04121105 2004F #05 AR voIce cuslllfllar sUlles Opr 04126105 Mel Wllh Cpr, who slaled U\ern was nll
2l104F hung up on hIm tl'<ice Wily she would hana up on II t:Uslcmer,
Cuslomer sold Opr, 2004F especlllily lwlca Coached Opr on plOp!!r
hung up on him so h!! called procedures when no responsa Is rnenived
back lind llollhe same IIgenl Allempled la conlad cuslomerlhrtlll Umes
Ihe Opr, lhen ht.l/l9 up on hlm (4121/0504:15pm. 412510S.11:15am ami
Il ~l:lcond lime. CUslomer 41261G5·9:40am) each limn n recording
would like a follow up from the saying "AllIe1 cuslomcr you llfll1ryln910
supervisor conhH:lis unavailable althl~ lime" wlUl no

option 10 leave message n~lIlls closed

K64G42G1I1 G4125/05 2248 1105 Cuslomer staled Anenl made 04/27/05 pologlwd forlh/! InconvenIence Made
II CIlll tor me and Ihen agenl 3 aHempls 10 conlact customllr nnd nn
was 111venanolher (lumberlo anliWer elld1l1ma Also, lhere was nil
CIlllamllhll ag!!nl hung up on answnr machine 10 leave Il messagc. The
m. dale ami Ume oflhll 3 allempll: W\!rc: lsi-

4125105 11:15am 2nd· 4126105 9:45am
3rt!. 4127/05 9:30nm T1d<cl c1o~ed

1417 051liIOS NA 29 Cuslomer lilales could nol 05106/05 Technical Suppor1 correctlld regIonal BOO
Ilccest. on 600 number numbor Remedy provided

Dale Gl!neralod: Mon, Jun 131h 2005@06:09:30PMCT
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Arkansas Relay Service Complaints - June 1,2005 to May 31,2006

0010 al Compl Nnlul't! of Complo\nl Dnte 01 ResnluHon Exptonoll:m of R!l!lalutil:lIl --
011O'l/{)6 veo ~lllmt!r1s lIot m~lvin[J Caller 10 In!OnTllllltln 01104/06 Tech rebootlHI the Ace lind ClIo nowwoltlng No

llltoU9h Reilly A~ul'(!d CU~IDm(!f W!I wllIJld chedl follow up rcqulrnd
Inlo the probll!m 11 CS9S7282 WU$ opened No
follow up Wilnled

03116106 Cuslaffiof h;n; been bIlled imprOflcny durlng the pD~\ 03/HiIOG Aet:OIll\l Manal1er contacted cuslomar lJ~ leq\Jtl~\ell

lour monlhs Advl!>Cd by those long d'ililonl:ll 1m:;! discu~:;ed problem lind gave r:uslemer lips
Clmlpnnles thoDe r:::lVo WIll'll billed IlVtllJllh In elTor
Cilllomer contllcled SRSC 10 ~erify colrntll:tlmpony
WilS In het profile liS COC Cuolemer fl,lqUCl>l& thai
ACCUU'J11 MDrull'lllr ,,\ AR Relay lonk Inlo her b1Vlng
lr.svas amlloUClWI,lP \'~lh a phone call durifl!J the
al1l1mOtlll, AR ReIllY servlro i~ lleeellr.ed primllrlly Ill'
TTY user In Ih~ cu~llllnel'f> home

03J211OS An Aft vo!l:r =IDml!(s CDC Is rw! bclng rotl1etl 03l21iOS Coneel Re\ll.ll~ was f>\!lup fer ctlslomer
Cllnectly T1lIs ml:;tlKc was rounl! by en o[lenlIn Illc
MO ReillY cen!er lind lorwaltled Ie Wsloml!ft:eNlco
Opened TT 1359100 No fcnCWe\.l? 1\.'GlJ(l~\ed

04/13106 CUSlomer Is being eosually bUllld thlovgh tpllnt lor OC!0710B Canef emrier 01 choke plfl1jle was estl1.bfl:>hed leI
long distance calls lhpl should bo billed lhrough cuslomer
sac RCS re:;po~\!: Appleglnd follhc problem ilnd
lluurellthnl a trouble 11cknl would btllumed In on
lhel!;l;ue Coli bock n:H:lueslell Tlowte rlCktll
14911018

04120106 Ctlslomtlr repolled Imlbltily 10 coil III 10 Cllp"Telllt 04120lllS Tho problem"'''& resolved at 1:5, PM by CapTel
11 :32 AM on 4120106 tm:llnlcol suppolt

Wrnos" AR TTY ctlstomerws tramfell1d by Opr xxaF to DS/WOS On the tep pI the I!e~et Ille 1l1ll!nltO b showing XX52,
~slomer service, When WSIl,lmer oskell 10 alai an In Ihe paragraph under cm:lemer msuelptoblem Ills
600 number CU~lumer did nel want to ~peoK 10 nhowln{lltllenl XX42 I cal1ed thl! =tomerto lin:lllul
ReIDy Customer SaMet! Customer Service which agent sho complained nbUtl! lind ~he did nol
apologized 10 till! t:W;lomer lor !he lm:onvenlonetl ramembt:r, mn coold she lell me an;1hlnll aboul Ihe
and Ihe Cl.l~tomer wouldli<.e II IcHow up frum tho can or the comploinl I staled I YI;'lG cnUing for a
~upervtsul arl\'l;me 11ll!owvp pllr hllr raqucGt and neednd mure

InfunnnUun In order to IIpploprtllloly handle lhft
complain\. Due to Ihe fllCI she was notable 10 provide
thl$lmpoltonllnlcrmollon I !rlfnlTlled her I \1;05 clo~1n6

lhl~ tlcllcl. Cu~lomer ~eemed &lll1sfied (the taD WilS
hllndilld bt a Illdy who VIlIS IrllerpreUng for lu!r)

osnulos CUSlotrn!r reportti lhat thlll' gllve IhD agent II number 06l291OS Manager mel wllh illtOnl. Applopllnle \lelien VIliS
to dial and lIle IIllllnl did nol dlallhll number Thl!y Ul.~lln ND lol:ow-up requested
lflScol'Ine::led Ihe CtJ~lomer ln$teud ApologIzed for
the lm:orwenlenCllnnll nolcd lhl/I this would be
torwaroed ta the opproprlule ~I.IpCrvlSOf Incldenl
attuned an 5-24-05. No folloW_lip reqllllsled

O&JZ9I05 Voice user unable 10 eDnnect to Cupiel Servlee OaI29/OS Apnloglll!d forlhls IIlOdenCll ut Vie Wl,lrk 10 Identify

="" and remedy thb ted1nl::nllm:ldenCll TIle lncldence
hilS been reported to lln!lJneefing lor further
tnvestlgallon IlIld they lUI! lPll~Jng Inlo wlly talt!> orc
nollt':llchlng CAl;

--

145



O!ll2.7/05 An AR 1TY user catledla camplaln Ulal they hadla O!U27105 I~genl t1id nlll remember the call Reminded alienI 01
gllllhe D[jllnl'll Dt!enllon oller their fin;! call had the Imponam:e of pllylng allenlJon on an callt AltO
ended Caner hod Wllnleded 10 plilcc another call reminded the agent Ihot If snn has IIny Inc!lnltill
and tried 10 gela[jenl's al1enUon bul only received problems, 10 gclo sllpervlsllTlmmedlolely The Bgenl
an SKSK from the opl:!retor Coller hung lip out 01 unden;lands lhn contllqullnces of nol lollO>\linll
lrustmlll;lll Apologlz.ed for Ihll prob!llm Customor did customer inslnicUons ond not focusing on callt
not rt!quesl folloW up

10107105 Coptlons - droppetl charamen;{llorb1ed text 10107105 Advlsed ClIslomnr 10 conlol:! telephone company 10
ensure a rutldlonol!lne Advised lemln!:! unllaWllY
frnm the homo til see how II performs

11107105 Customer sillies tIlat people art! canln!:! her In the 10nf2005 A.dvlsed customer Splint WllS wllr~lng hamIll
middle of lhe nlghl and horasslng her using SRO ellmlnele harassing calls. <lnd If she knew the (:;Iller
relay servlw. She ~nld ::hl! will be conlllcUng the te fill! 0 pnlico repotl
FCC aboullhl:: In lhl! rulu~ RCS re~pnrn;e;

Thanked the custnmerfor lelUng us know lind
1I::::ured thatll1e complalnl would ba sent In 0::
Slllll!d No call back roquest

" -
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Complaint Tracking ror AR (06f01f2006·05f31f2007). Total Customer Contacts: 9

Da.le of Compl. Na.lure oJ Camplau'll Dale 01 ResolulKlil Explanation 01 Rl:solulion

OS"",,, I~ VCO U1Il!f cumplaml:d lhal whlle pla<:::ng a phonl> e<lll VIIl fl:!lily 05122101 Apologlzcd n!ld entefl:!d Troul:lo TIcket Customer did nol request
lhe opeJalar ilnd oull:ound party could not hear her. lollawup. TechmClan addressed the Issue and lila problem was

re~olVl:ld

I

04123/lJ1 Disconnel;\lReamnect dunng calls 0412JJ01 Sentcuslomef mlormal.iun exptam1!lglho diUerem:o between a

iCopTcl phone ond 0 lrodJ(!on<l1 phone. EJcplalned to cuslomefwhy
dlsCllnnl!diortlrecormedlon mlghl occur and sent email wUh lips 10

I
roduco occum:mCl!.

OJI01l01 Disomned/ReconneCl dl/llng <:;IllS OJI01107 Sent o;uslomef Infermallon explammg lha dillerenc:c beMen n
CapTcl phone and a lradilicnal phone. Explamed 10 cuslomer why
disconnedlcrtlfl:!connec!ion mlllhi OCl:Ul' and lIcnt email wilh Ups 10
reduce occurrence.

01(04107 CUSlomer veo brnnd nOI ShOWIng_ 01/04101 Apo!oglud ror lhe ptoblem .md opened Trouble Ticket Follow_up
reQrnred for problem resolulion. Marie multiple lesl calls. It came In

veo every Ume. No record of cuslomer cofllacl BVOlUabie ~o flO
fUl1hef 101l0'lV up aellcn.
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Appendix V: Copy of TRS RFP

REQUEST FOR PROPOSALS

TO PROVIDE

TELECOMMUNICATIONS RELAY SERVICE

IN ARKANSAS

Issued by:

Arkansas Deaf and Hearing Impaired Teleeommnnieations Serviees Corporation
1220 West Sixth Street

Little Roek. Arkansas 72201
(501) 375-0086

Fax: (501) 375-7230

August 25, 2003
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I. INTRODUCTION

The Arkansas General Assembly passed ACT 1080 of 1997 (Ark Code Ann § 25-29-101, et
seq") which established the Arkansas Deafand Hearing hnpaired Telecommunications Services
COIporation (ADHITS)" The corporation is empowered under the law to, among other things,
provide, by contract, telecommunications relay services for persons who are deaf; hearing
impaired, deaf7blind or severely speech impaired"

The current contract for Telecommunication Relay Services (IRS) in the State of Arkansas
will expire December 31, 2003" The Arkansas Deaf and Hearing hnpaired
Telecommunications Services Corporation offers this Request for Proposal for competitive bid
for any and all interested parties, to become effective January 1,2004.

II. GENERAL INFORMATION

A. ISSUING OFFICE

This Request for Proposals (RFP) is issued by the Arkansas Deaf and Hearing hnpaired
Telecommunications Services Corporation (ADHITS).

ADHITS is the sole point of contact concerning this RFP" All communication and inquiries
concerning this RFP should be addressed to:

Kenneth Musteen, President
Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation

1220 West Sixth Street
Little Rock, AR 72201

Questions regarding the requirements or technical criteria set forth in this RFP should be
addressed in writing to Mr. Musteen no later than September 10,2003" A written response will
be sent to all inquiries by September 17, 2003..

B. PURPOSE

This RFP is issued in order to contract for a full service, confidential, statewide, twenty-four
(24) hOUIs-per-day, seven-days-per-week telecommunications relay service that is
economically feasible and which satisfies or exceeds the rninimum specifications contained
herein" The service shall be called the Arkansas Telecommunications Relay Service (AIRS)"
The intended contract term is three years with two options to renew for an additional one year,
each"

The performance specifications on the following pages should be considered as basic minimum
requirements with no intent to constrain bidder creativity.. The goal is a cost-beneficial relay
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system which will provide equal access to public telephone service to deaf, hard-of- hearing,
and speech disabled subscribers in Arkansas.

C. SCOPE

llis RFP contains instructions governing the proposal to be submitted and the material to be
included, mandatory administrative and operational requirements, which a bidder must meet to
be eligible for consideration, and specific instructions for proposal submission.

D. SCHEDULE OF ACTIVITIES

Request for Proposal Issued August 25, 2003
Proposals Due from Bidders September 26, 200.3
Presentations by Selected Finalists October 15, 2003
Contract LetINotification to Bidders October 22, 2003
New Contract begins January 1,2004

E. MODIFICATION OR WITHDRAWAL OF PROPOSALS

Proposals may be modified or withdrawn by the bidder only up to the established due time and
date, at which time they will be considered final.

F. BINDING OFFER

A proposal submitted in response to the RFP shall constitute a binding offer, until approval by
the full ADHITS Board of a finalized contract Acknowledgment of this condition shall be
indicated by the signature of the bidder or an officer of the bidder legally authorized to execute
contractual obligations in the Transmittal Letter (see § VLB).

G. BID PRICES

Pricing must be firm. No estimates or contingencies are allowed. All bid prices submitted in
response to this RFP must be the bidder's "best and final" offer.

H. BIDDING COSTS

The ADHITS Board is not liable for any costs incurred by bidders prior to issuance of a legally
executed contract Further, no proprietary interest of any nature shall occur until a contract is
awarded and signed by all concerned parties.

I. RFP RESPONSE MATERIAL OWNERSHIP

All material, except proprietary information, submitted regarding this RFP becomes the
property of the ADHITS Board. Any person may review all submitted responses after the
contract has been signed. The ADHITS Board reserves the right to use any or all
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information/material presented in reply to the RFP, subject to limitations outlined in § ill.e.,
Proprietary Information, and including the right to destroy any information at the cliscretion of
the ADHlTS Board. Disqualification ofa bidder does not eliminate this right

J. REJECTION OF PROPOSALS

The ADHlTS Board reserves the right to reject any or all proposals and to waive informalities
and minor irregularities in proposals received and to accept any portion of a proposal if deemed
in the best interest of the Arkansas Telecommunications Relay Service.

K. NEWS RELEASES

News releases pertaining to this RFP, contract award, or ATRS operations shall NOT be made
without prior written approval from the ADHITS Board.

L. AWARD OF CONTRACT

Selection of the winning bidder will be made based on the sole opinion of the ADHlTS Board
that the proposal submitted will be the most advantageous. Final contract award is subject to
the full ADHITS Board approval, which shall not be obligated to accept the lowest bid.

M. AWARD WITHOUT DISCUSSION

The ADHlTS Board reserves the right to make a selection without further cliscussion of
proposals received.. Therefore, it is important that each proposal be submitted in the most
complete and accurate manner possible.

N. CONTRACT DOCUMENT

After full ADHlTS Board approval, the Board will require the successful bidder to sign a
contract with the Board, which will include the following elements:

L The Terms and Conclitions;
2.. The bidder's Proposal in response to the RFP, with amendments, if any; and
3. TheRFP.

All of the above items together, including any moclifications or clarifications, will constitute a
complete contract

O. CONTRACT CANCELLATION

The ADHITS Board reserves the right to cancel any contract resulting from this RFP, for
cause, as will be defined in the Terms and Conclitions of the final contract

P. CONTRACT DURATION
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11ris RFP requests a proposal for services to be offered under a three-year contract with two
options to renew for one additional year, each, The terms of the option will be detailed further
in the contract, and will include at least the following:

L ADIDTS must give notice of election to exercise the option not more than ten months
and not less than six months prior to the expiration of the initial term or first renewal of
the contract

2, Eligibility to exercise the option will be conditioned upon two ADIDTS Board
findings: (a) that there has been adequate performance, including full compliance with
the terms of the contract, prior to the contractor's giving of notice that it wishes to
exercise the option; and (b) that no material amendments, to which the contractor
declines to agree, are necessary for provision oftop quality services,

Q. CONTRACT MODIFICATION
It is possible that FCC decisions, administrative, judicial or legislative decisions, or changes in
technology or market conditions may make it necessary or desirable to modifY the Contract
Procedures for modification will be defined in the Contract document

R. LIMITED LIABILITY

The ADIDTS Board assumes no liability in any fashion with respect to this RFP or any matters
related thereto, All prospective service providers and their assigns or successors, by their
participation in the RFP process, shall indemnitY, save and hold the ADIDTS Board and its
employees and agents free and harmless from all suits, causes of action, debts, rights,
judgments, claims, demands, accounts, damages, costs, losses and expenses ofwhatsoever kind
in law or equity, known and unknown, foreseen and unforeseen, arising from or out of this RFP
and/or any subsequent acts related thereto, including but not limited to the recommendation of
a service provider to the ADIDTS Board and any action brought by an unsuccessful
prospective service provider-

S. VENUE

The laws of the State of Arkansas, U..s.A, shall govern in connection with this RFP and the
formation, performance and the legal enforcement of any resulting contract

m. ADMINISTRATIVE REQUIREMENTS

A. PROPOSAL SUBMISSION

To be considered, proposals must be received by ADIDTS Board on or before 4:30 p.m.,
September 26, 200." No proposals will be accepted after this time. Bidders mailing their
proposals shall allow sufficient mail delivery time to ensure receipt of their proposal by the
specified time, Seven (7) copies of the proposal are to be submitted. Proposals will not be
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accepted by fax or electronic transmission, The proposal package shall be delivered or sent by
certified mail to:

Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation
ATTN Kenneth Musteen, President
1220 West Sixth Street
Little Rock, AR 72201

B. LATE PROPOSALS

Late proposals will not be accepted. It is the responsibility of the bidder to insure that the
proposal is received by the ADHITS Board on or before the proposal due date and time.

C. PROPRIETARY/CONFIDENTIAL INFORMATION

Any restrictions on the use or inspection of material contained within the proposal shall be
clearly stated in the proposal itself Written requests for confidentiality shall be submitted by
the bidder under separate cover, with the bidder's proposal.

Proprietary/confidential information must be printed on colored paper different from the non­
confidential material in the proposal and easily separated from the rest of the proposal.
Proprietary information, if any, will be handled by the ADHITS Board in accordance with its
standard protective agreement, which becomes Attachment B ofthis RFP.

D. BIDDING COMPANY

If a bidder is owned or controlled by a parent company, the name, main office address, and
parent company's tax identification number shall be provided in the proposal. If a bidding
company is independently owned, the name, main office address, and tax identification number
ofthe bidding company shall be provided in the proposal.

E. DISABILITY REPRESENTATION

Bidder shall indicate experience with staff and customers who are disabled, and how such
experience will affect the proposed service. A review of company performance of services to
people with disabilities is requested. Explain the bidder's commitment to recruiting and hiring
people with disabilities and the extent to which people with disabilities are represented in the
organization's management and board ofdirectors.

F. SUBCONTRACTORS

Plarmed use of subcontractors shall be clearly explained in the proposal, including terms of any
subcontract. Bidders must include a copy of any proposed subcontracts with the proposal, if
available. All subcontracts must comply with the bidder certification requirements in § m.M.
The prime contractor shall be responsible for all contract performance whether or not
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subcontractors are used. The only contact with the ADHITS Board will be the prime
contractor.

G. CONTRACT MANAGEMENT

Bidder shall state how the contract will be managed to assure FCC compliance and the
satisfaction of the ADHlTS Board.. Responsible individuals should be identified by name, title,
and description offunction.

H. NON-COLLUSION

The bidder affirms that: the proposed bid price has been arrived at independently without
collusion, consultation or communication as to any other bidder or with any competitor; the
said bid price was not disclosed by the bidder and was not knowingly discussed prior to
submission, directly or indirectly, with any other bidder or with any competitor; and, no attempt
was made by the bidder to induce any other person, partnership or corporation to submit or
withhold a proposal for restricting competition..

I. FINANCIAL HISTORY

To allow the ADHlTS Board to evaluate the financial responsibility of the bidding company,
the following items shall be submitted with the proposal for the bidding company and its parent
company:

I. Audited Financial Statement or 10K Report for the most recent two (2) years, including
at a minimum:

a statement of income and related earnings;

b. cash flow statement;

c. balance sheet; and

d. opinion concerning financial statements from a CPA;

2. Primary banking source letter ofreference.

This financial information also is required of any subcontractor, which is expected to receive
more than ten (10) percent of the value of the contract.

J. EXPERIENCE & CUSTOMER REFERENCES

The bidder shall submit a listing of all current and past contracts to provide telecommunications
relay service. For each of these contracts the following information should be presented: (1)
term ofthe contract; (2) location of the Relay Center(s) providing service; (3) current monthly
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call volume, or monthly call volume at contract termination if contract is not current; and (4)
name and telephone number of the contact person in the contracting entity.. In adclition, bidder
shall list all current Relay Centers operated, the contracts served at each, and the monthly call
volume at each.

K. ORAL PRESENTATION/SITE VISITS

Bidders may be asked to make oral presentations or to make their facilities available for a site
inspection by the ADillTS Board. Any clarifications to a bid response resulting from these
sessions will be in writing and will be incorporated in the bid response.

L. CONTRACTOR'S PERFORMANCE BOND

The Contractor will be required to furnish a performance bond equal to the total projected
annual price ofthe first year ofthe contract

M. BIDDER CERTIFICATIONS

I. Each person signing a proposal certifies that he or she is the person in the bidder's
organization responsible for, or authorized to make, decisions as to the prices quoted
and that he or she has not participated, and will not participate, in any action contrary to
the Non-collusion requirements in § ill.l-L

2.. Non-discrimination

a During the duration ofany contract awarded as a result ofbids submitted under
this ADillTS Board, the contractor and its subcontractors shall comply with the
requirements of Arkansas' Fair Employment Practices. Arkansas' Fair
Employment Practices Act now prohibits, in the absence of a bona fide
occupational qualification, specified employment-related decisions and actions
based upon an inclividual's race, color, religion, ancestry, national origin, sex,
sexual orientation, place of birth, age (18 years and over), HIV status, physical
or mental conclition.

b. During the duration of any contract awarded as a result of bids submitted under
this RFP, the contractor and its subcontractors shall also comply, in the
provision of the services contracted for, with Arkansas' statutes. Such public
accommodations now prohibit withholcling or denying any accommodations,
advantages, facilities or privileges of the place ofpublic accommodation from a
person based upon race, creed, color, national origin, marital status, sex, sexual
orientation, real or perceived handicap unless otherwise permitted by law.

c. During the duration of any contract awarded as a result ofbids submitted under
this RFP, the contractor and its subcontractors shall also comply, in its
employment practices and in the provision of services under the contract, with
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all applicable Federal anti-discrirrllnation laws, including among others Title
VII of the Civil Rights Act of 1964 and the American with Disabilities Act of
1990.

cL The contractor shall include the above nondiscrimination proVISIOns and
requirements in all subcontracts to perform work under the contract

3. Personnel

The contractor shall not knowingly engage on a full time, part time, or other basis,
except on a volunteer basis, during the period of this contract, any individual involved
in preparation of this RFP, or the selection and/or award of this contract

N. COMMENCEMENT DATE

Service must commence on January I, 2004.

O. LOCATION OF CALL CENTER(S)

Bidder must state the location of the call center or centers that will provide service under the
contract For each center to provide service under the contract, bidder must list other states
served and interstate services providecL The following information should be provided for each
center:

• A brief history of the center.

• An organizational chart describing hiring practices, showing numbers and levels of
employees, including number of Communication assistants employed, specifying the
number that are full time employees, part time employees, or contract cmployees.

• Brief synopsis of experience and qualifications for each manager by title.

• Number of calls handled monthly by the center"

• Current capacity utilization.

• Expansion capability and plans.

• Performance statistics by month for the past year, including speed of answer, blocked
calls, and abandoned calls.

• Complaint and commendation statistics for the past year',

P. PAYMENT
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After the close of each month, the contractor will submit an invoice to the ADHITS Board for
the previous month. The ADHlTS Board will act expeditiously in paying the invoice.

IV. OPERATIONAL REQUIREMENTS

A. OVERVIEW

This section of the RFP lists and describes the specific operational functions that fall within the
scope of telecommunications relay service. The operational functions listed here are the
elements which will be evaluated as the bidder's Technical Proposal. The Technical Proposal
should be presented in the same order and numbered the same as Section IV ofthe RFP.

B. COMPLIANCE WITH FCC REGULATIONS

The bidder must clearly state its commitment to be in full compliance with FCC regulations
and describe how it will assure that any changes to FCC regulations will be implemented
expeditiously at the bidder's expense.

C. SCOPE OF SERVICE

The relay service shall be designed to provide the means whereby a deaf, hard-of-hearing
and/or speech disabled person, utilizing a TIY can communicate over the existing
telecommunications network with a non-TTY user (and vice-versa) through the assistance of a
relay service Communications Assistant (CA)..

The ADHlTS Board is interested in providing the most cost-effective and efficient, and highest
quality, relay service possible.. Each proposal shall include a comprehensive description of the
methods used to satisfY the RFP requirements. All responses shall address in detail how the
following will be accomplished.

1. Equipment

Furnish all necessary telecommunications equipment and software. The transmission
circuits shall meet or exceed FCC inter-exchange performance standards for circuit loss
and noise. It is necessary for telecommunications equipment including station terminal
to be capable of receiving and transmitting in both Baudot and ASCII codes at any
speed generally in use. It is also required that relay systems be capable ofautomatically
identifYing incoming TTY signals as either Baudot or ASCII. Ail equipment shall be
compatible with industry-wide standards for TTYs.

2. System Design

The bidder shall explain the type of equipment and staffing level requirements
necessary to meet the service standards and handle the types of calls and projected call
volumes.
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The bidder shall demonstrate its capability to adapt to improvements in
communications equipment technology and to implement state of the art technology for
provision ofrelay service.

3. AIRS Toll-Free Numbers

The bidder shall indicate how retention of current AIRS toll-free (and 711) numbers
will be procured for the contract period beginning January I, 2004.

4. Network Access

The Service will make available to consumers, intrastate, interstate, and international
calling with only the cost of intrastate calls to be paid under the contract

5. Service Reliability

The proposed relay service must be designed to meet the following reliability
specifications:

a Uninterruptible Power..

Required from a backup system for a minimum of 8 hours. The uninterruptible
power system (UPS) must support the switch system and its peripherals, switch
room environmentals (air conditioning, fire suppression system, emergency
lights and system alarms), CA consoles/terminals, CA work site emergency
lights, and Call Detail Record (CDR) recording.

b. Switching System.

Bidders must outline plans to ensure that no calls are dropped due to processor
failure. Bidders must explain the built-in redundancies needed to maintain
required levels of service in the event of preventative maintenance, power
outage, or other causes that would shut down the processor..

c. Intercept Messages,

Intercept messages as appropriate shall be provided if a system failure occurs
within the relay switch or on outbound circuits. Both voice and TTY messages
shall be provided.

d. Disaster Recovery Plan.

The bidder shall create and provide a complete plan for dealing with all types
of natural and man-made problems. A primary requirement is to notif'y the
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ADHlTS Board immediately, if a major problem occurs. In addition, the plan
should detail the steps which will be taken to deal with problems and restore
relay service.

6. Service Expansion

Bidder will also show the capability of expanding services in response to increasing
demand up to the maximum call levels identified in the Price Quotation in § V. Bidder
shall develop and illustrate in its proposal a detailed plan of how this expansion will be
accomplished. The plan shall include, but not be limited to, trunking capacity, CA
work stations, personnel staffmg and equipment capacity. The plan shall also indicate
the time lag required to meet any increased call volume. The above plans shall be able
to maintain all standards listed in the RFP. Furthermore, the service delivery
procedures shall permit the most cost-effective use of available resources.

7. New Technology

The user communities, the relay center, and the DPS should be allowed to benefit from
advancing technology. Bidder will describe the methodology and process it will use to
keep abreast of technological changes in the provision of relay service and to install
new technologies as they become available.

8. Providing Qualified staff

Each proposal shall include a plan to insure the active recruitment and hiring ofpeople
with disabilities including individuals who are deaf, hard-of-hearing, speech disabled,
and deaf-blind Emphasis shall also be given to recruiting and hiring individuals with
American sign Language (ASL) and relay service experience and with experience
working within the deaf, hard-of-hearing, and/or speech disabled communities Each
proposal must include:

a Statistics of employees with disabilities for the company as a whole and for the
IRS portion ofthe company separately.

b. For the center or centers which will provide services for VTRS, identification
of employees, by title, who have disabilities and employees who are deaf, hard­
of-hearing, or speech disabled.

c. A hiring practices plan documenting outreach to deaf and disabled persons"
ADHlTS is especially interested in evidence of commitment to hiring
individuals with disabilities in general, and deaf' individuals in particular, for
management positions.

9. Disability Awareness
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All relay center staff, including management, shall receive training in ASL "gloss" and
grammar, deaf culture, speech disability issues, and ethics and confidentiality" Each
proposal must include an outline of a staff training plan for disability awareness,
indicating training topics and time frames as well as individuals or organizations
representing the deaf community used to assist with the training.

10, Voice and Hearing Carryover

Contractor must provide both voice and hearing carryover capability. Voice carryover
allows a hearing impaired person with understandable speech to speak directly to a
hearing person and receive the message typed back on the TTY Speech carryover
allows a speech-impaired person with hearing capability to directly hear what the other
party is saying and type back his/her message, which will be spoken by the CA
Contractor must provide a designated toll-free number for voice carryover calls.

II. In-State 800/888/877 Numbers

If the center or centers serving AIRS is located outside of Arkansas, bidder will
describe the technology and/or procedures that will be used to call in-state and
regionally- restricted 800/888/877 numbers and to call the business offices of local
telephone companies which have special prefixes identifying the call as toll-free"

12. Intrastate Toll Calls

Intrastate toll calls (those requiring a I to dial; does not include measured service)
placed through the relay service shall be billed to the caller at one half the prevailing
rate that would apply if the calls had been placed without the use of the relay. That is,
rates for intrastate service shall be discounted 50 percent for all users of the relay
system, Bidder must provide a complete description of billing procedures for the
intrastate toll discount including a statement of what entity will carry the call, what
entity will bill the call, and what entity will receive the toll revenue for the virtual call.

B. Interstate and International Calls

Access to FCC certified, Federally funded, interstate and international relay service will
be provided by AIRS.

14. Access to Inter-exchange Carriers & Operator Services

AIRS users shall have access to their chosen inter-exchange carrier(s) and to all other
operator services to the same extent as is provided in non-relay calling. Bidder must
describe how Carrier ofchoice will be handled.

IS. Billing Arrangements
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Bidder must provide for charges for collect calls, person-to-person calls, calls to or
from hotel rooms, calls using account codes, and calls charged to a third party. Bidder
must also provide for billing to any inter-exchange company calling card. Bidder must
include a complete description of how users will be billed for all calls and how the
intrastate toll discount will be reflected on the bill. This description must include the
bidder's procedures for obtaining billing information from the local exchange
companies and any other company billing for intrastate calls, whether the billing will be
performed in-house or contracted, specific credit cards that calls can be billed to, and a
sample bill format, ifavailable.

16. Charges for Services

Calls using the relay service shall be at no cost to the person making the call, except for
applicable intrastate or interstate tolls.

17. Call Billing Record

Bidders must specify the system for identifying and documenting long distance and toll
calls for billing purposes.

Bidders must also fully describe the billing system and billing process that will be used,
including identification of any subcontractors, specific duties of the subcontractors,
how the billing record detail will be transmitted to the billing agent (if any), how
charges will appear on the end user's bill, and how confidentiality of customer
identification information will be maintained.

18. Access to Local Exchange Company Enhanced Services

The bidder will explain how a relay user will be able to use, and be accurately billed for
local exchange convenience services in conjunction with a relayed call.. The following
services should be addressed: optional calling plans, call forwarding, three-way calling,
caller LD., and last number redial. If not currently available, bidder should describe
steps that will be taken to enable the service to be provided to relay users and the
anticipated time frame for accomplishing these steps.. This section should also address
the plan for compliance ofcoin sent calls and the service ofcollect callers.

19. Use ofANl

The bidder will explain how Automatic Number Identification (AN]) technology will
be utilized, so that no caller is required to give his/her originating number, except in
instances where ANl information is not available from the local exchange carrier
(LEC).

20. Mobile Radio, Paging, Cellular and Personal Communications Services Calls
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The bidder will explain its capability for handling calls originating and terminating via
mobile radio, paging, cellular and PCS, including capability for appropriate billing for
each type of call ..

21. Customer Preference Database

The bidder will describe how it will maintain a database, available on-line and
accessible to CAs, consisting of information supplied at the request of the relay user to
assist in processing their relay calls faster and more efficiently, e.g., carrier of choice,
frequently dialed numbers, voice mail access codes, etc. If not currently available,
bidder should describe the steps that will be taken to enable the service to be provided
to relay users and the anticipated time frame for accomplishing these steps. If not
currently available, bidder should indicate the additional cost of the service described
over the contract price.

22. Enhanced Transmission Speed

It is desirable that the successful bidder has the ability to utilize enhanced protocol
software to take advantage of faster typing speeds and interrupt capability. If not
currently available, bidder should describe the steps that will be taken to make such
features available, the anticipated time frame and price for accomplishing these steps..
If not currently available, bidder should indicate the additional cost of the service
described over the contract price.

23.. Bilingual Services

Excluding Spanish, which is already required by the FCC, the bidder shall describe
how it could provide full relay (not translation) services to users who have other
languages as their primary language, not English or ASL. The bidder should indicate
the additional cost of the service described over the contract bid price (do not include
this service in the billable minute price in § V.c.a)

D. SYSTEM STANDARDS

The underlying standard of the relay system shall be to provide users access to the
telephone network which is functionally equivalent to that provided to those who are
not impaired in their ability to use the telephone. To achieve that standard, the relay
system must have the following characteristics.

L Hours of Service

AIRS shall provide a consistent level of service 24 hours per day, seven days per
week.

2. Usage
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No restrictions shall be placed on the length or number of calls placed by customers
through the relay center

3. Blockage Rate

Average daily blockage rate for all calls into the relay center shall be no greater than
one in every 100 calls. This shall be measured by sampling the number of calls being
blocked at a minimum ofevery 30 minutes for each 24-hour period.

4. Answer Time and Promptness of Service

At least 85 percent of the calls will be answered by a Communications Assistant (CA)
within ten seconds. No more than 30 seconds shall elapse between receipt of dialing
information and the dialing of the requested number. Calls answered but placed on
hold or in queue shall not qualif'y as an answered call ..

5. Operator Assistance

TTY users requiring operator assistance will be served by the CA answering the call.
The CA will call Directory Assistance when requested by the caller.

6. Complaint Resolution and Customer Service

The Center shall provide 24-hour access to customer service personnel.. These
personnel should be accessible by either ITY or voice callers by direct contact, not via
the relay operation. Provider shall fully describe procedures for handling complaints,
inquiries, and comments regarding ATRS services and personnel.. Center staff shall
voluntarily offer the ADIDTS Board's direct consumer complaints number when
consumers Indicate that they are not satisfied with Center staff response to their
complaints. The procedure and number shall be described in appropriate printed
outreach material.

The provider shall ensure that any caller to the relay center having a complaint will be
able to reach a supervisor or administrator while still on line.

All complaints received, either at the Center or by the Outreach Manager, shall be
documented, including their resolution, and a written report provided to the ADIDTS
Board monthly.

7. Conflict ofInterest

To avoid the appearance of a conflict of interest, bidders shall demonstrate in their bids
that they will operate this as an independent relay service. Bidders shall not use any
information obtained from relay calls for any other services they may provide to users
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of 1he relay system and shall not make any such information available to any third
party.

So Community Outreach

u.. The ATRS provider shall implement a full-time in-state community and
business outreach program to educate all potential users about 1he
telephone relay service throughout 1he state. The outreach program must
include a full-time deaf or hard of hearing employee of 1he vendor as
outreach manager, and appropriate support staff, resident in Arkansas.

v. Each bid shall demonstrate how 1he bidder proposes to maintain
continuing outreach and education programs, including a full description
of 1he components of the program to be included, and a proposed budget
The program must target, including, but not limited to, deaf, hard-of­
hearing, older persons newly losing 1heir hearing, speech impaired
individuals as well as family and friends.. Businesses and professionals,
trade shows, civic organizations, public schools and university classes are
also among 1hose who could connect more effectively with deaf and hard­
of-hearing customers/clients through use of knowledge of telephone relay
services.

w. Outreach programs shall include, but not be limited to, media
advertisements, demonstration of equipment and distribution of
informational materials describing how to use 1he relay service. Written
material should be understandable and appropriate to its target audience.
Written materials must be developed according to Arkansas needs, rather
1han as an add-on to generic materials. Wi1hin 90 days of implementation
of service, 1he vendor must have a website, which will provide the
pertinent details for use and options for access to AIRS. lnformation such
as access telephone numbers, VCO, HCO, 2LVCO, Caller profile, Credit
Card calling, customer Service, should be explained in 1his site. The
ADHlTS Board will exercise the right of providing input for updates and
upgrades of 1he Website.

x. The bidder must provide samples of outreach materials, particularly
brochures, and videos of a nature and quality comparable to what would
be provided under 1he contract Basic informational material should be
available in alternative formats, upon request. Cost of production and
dissemination will be 1he responsibility of1he bidder.

Provider shall work wi1h 1he local exchange companies to see that all telephone
directories carry appropriate information about AIRS..

9. Consumer lnput
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Although ADHITS will maintain a Consumer Advisory Panel, bidders shall describe
their plans to include ATRS users in the ongoing evaluation of the service. This could
be provided through focus groups or surveys, with a minimum of one per year. The
plan should explain methods for gathering consumer input on a regular basis and a
description of how the recommendations from these evaluations will be incorporated
into the policies and procedures of the relay center. The evaluations shall not come
from those directly or indirectly involved in operating the relay center or its corporate
associates. This does not preclude the provider from conducting additional internal
evaluations which use relay staff. The results of any consumer evaluations or surveys
shall be reported to the ADHITS Board according to the requirements specified in
Section F. 2. The vendor will be expected to provide the opportunity for at least one
Board member to visit the TRS Center annually to review its operation and follow up
consumer issues.. The vendor will bear the costs of such onsite visits.

1D. Use of the term "TTY"

The term "TTY" will be used consistently in the ATRS, rather than the term "TDD,"
when referring to a text telephone. The term "text telephone" may also be used in
descriptive material.

E. COMMUNICATION ASSISTANT STANDARDS

I. Minimum CA Qualifications

. Bidders shall specifY how they plan to demonstrate that CAs meet all necessary
proficiency requirements. CAs shall be able to quickly and accurately type
conversations. This will include but not be limited to:

a Basic skills in English grammar.

b. A minimum processing speed consistent with the FCC-mandated minimum.

c. Minimum spelling skills equivalent to quickly and easily spelling words
comparable to a beginning college level conversation.

d. Diction, clarity, and formality of speech at a level appropriate to
communication between business professionals..

e. Ability to understand deaf people using limited English, ability to translate
typewritten ASL into English, and ability to translate limited written English to
correct English. Bidders shall demonstrate how they plan to train CAs in this
regard. Furthermore, bidders shall indicate at what level they consider CAs to
be fully trained in this capacity.
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f. The bidder shall require all prospective Communications Assistants to take and
pass a quantifiable, performance-based Relay CA Proficiency Examination.
Any CA who cannot pass this examination within a three-monfu training
period shall not be utilized as a relay CA Bidder must submit a copy of fue
CA Proficiency Examination fuat will be used. If an exam does not currently
exist, bidder must provide a detailed outline for an exam to be developed and a
time frame for full development and implementation.

2. CA Training

Each bidder shall demonstrate how on-going CA training will be provided by including
wifu its proposal an outline of a proposed CA training plan, including descriptions of
required classes. The provisions for CA training shall include, but not be limited to,
ASL "gloss" and grammar, deaf culture and etiquette, needs of speech disabled users,
operation of relay telecommunications equipment, procedures, ethics and
confidentiality, professional judgment, and Arkansas specific information such as
pronunciation of town names and ofuer conventions.. Training shall include bofu
simulated and live on-line call handling.

Appropriate portions of in-service training for CAs shall be provided by experts from
fue deaf and speech disabled communities in fue field of language interpreting, ASL
and deaf culture and speech disability. Alternatively, fue contractor must demonstrate
fuat such expertise exists on staff:

Bidders should include in fue training plan provisions for ongoing CA training to
refresh skills and inform and update CAs on issues and topics pertinent to fue deaf,
hard-of-hearing, and speech disabled communities.

Trainees should be identified to bofu parties at fue outset ofeach conversation.

Training provided to Communications Assistants shall be available to a limited number
of ADHITS Board staff upon request at no cost to fue ADHITS Board, including cost
ofnecessary travel to fue training site, meals, and lodging. No more fuan five ADIDTS
Board staffshall be trained during fue entire contract period.

3. Procedures for Relaying Communication

Full control offue relay call should rest wifu fue caller. The caller shall have fue option
of instructing fue CA as to what aspects and how fue call will be handled. CAs must
convey fue full content, context and intent of fue communication fuey translate. The
key word is intent. Unless requested ofuerwise by a user, fue CA shall relay all calls
according to fue following procedures.
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a. CAs shall identify themselves to a TIY user by number and gender at the
beginning of each call and by number to a voice caller and at the end ofthe call.
Requests by users for a CA of a particular gender shall be honored, if available.

b. Those users who have limited written English language skills may need their
calls translated into English so that hearing persons can understand the call and
communication can occur. The hearing person's English must be translated
back into written English at a level that the deaf person can understand.. TTY
users may instruct the CA to voice in standard English or word for word that
which the TIY user types. Hearing users may request translation of ASL into
English.

c. CAs shall, to the best of their abilities, let the TTY user know the non-TTY
user's tone of voice. For example, they can type in parentheses that a person is
being rude, is yelling, is being humorous, is laughing, is impatient, or other
characterizations ofbehavior, or any background noise that the CA hears..

d. CAs shall also keep the user informed on the status of the call, such as dialing,
ringing, busy, disconnected or on hold.

e. The TTY user shall have the option of telling the CA what aspects of the call
that he/she will handle. For example, the TTY user may request to introduce
relay services to the called party, rather than have the CA do it

f. The CA shall type to the TTY user or verbalize to the non-TIY user all that is
said when the call is first answered and at all times during the conversation,
unless either party specifically requests otherwise..

g.. When the CA needs to explain relay to a hearing user, the CA shall also type
"(explaining relay)" for the benefit of the TTY user.. Conversely, when the CA
needs to explain relay to a TTY user, the CA will inform the hearing user that
the CA is explaining relay. Upon request by the user, the CA shall not
announce a call as a relay call, permitting the caller to provide explanation, if
any. The CA shall not indicate that the TIY user is deaf, hard-of-hearing, or
speech disabled unless the TIY user requests that information to be relayed.

h. When speaking for the TTY user, the CA shall adopt a conversational tone of
voice appropriate to the type ofcall being made..

I. CAs shall indicate to the TTY user if another person (hearing) comes on the
line.

J. Change of CAs during a call is discouraged and should be minimized. The
bidder must describe procedures used for relieving CAs during a call, if
necessary. Description should include under what conditions reliefduring calls
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is pennitted, when it is pennitted during a call, and what procedures will be
followed to inform the parties.

k. When a line is busy, the CA shall redial as many times as requested.

L All comments directed to either party by the CA shall be relayed.. These
comments shall be typed in parentheses, for example, "(Will you accept a
collect call?)" All comments directed to the CA by either party shall also be
relayed, for example, "Yes, I'll accept the collect call."

m. Ifeither party uses the third person, the CA shall relay in the third person..

n. To correct a typing error, CAs shall not backspace, but continue in a forward
direction by typing "XX" (common TTY convention for error) and then typing
the word correctly.

o. CAs shall verify spelling of proper nouns, numbers and addresses that are
spoken. 1bis shall be relayed as discussed in I above..

p. The CA will stay on the line until both parties have terminated the call. If
necessary to process a complaint or compliment, the call will be transferred to a
supelVlsoL

q. CAs shall not counsel, advise, hold personal conversations with or interject
personal opinions or additional information into any relay call. CAs shall not
hold personal conversations with anyone calling ATRS even if prompted by
ATRSusers.

L Callers shall not be required to give their full names or the full name of the
party they are calling. 1bis information shall not be recorded in any form
without the permission and knowledge of the caller (except for long distance
billing purposes). It is understood that for some calls, having the full name
would help facilitate the call. The CA may ask for that information and explain
how it may facilitate their call. However, the CA shall not refuse to make a call
if the caller does not wish to give full names.

s. CAs will uniformly recognize a "speech impaired" typed by a TTY user at
the beginning of a call to indicate that the user is speech impaired.
Bidders shall propose procedures for fulfilling this requirement.

t. CAs will leave or retrieve messages on answering machines or other voice
processing systems. Bidders shall propose procedures for fulfilling this
requirement and the procedures shall include the following:
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I. The CA will infonn the caller when an answering machine has been
reached and relay the answering machine message to the caller;

11. The CA will ask the caller ifshe or he wishes to leave a message;
Ill. The CA will leave the caller's message, either by voice or by TrY;
iv. The CA will conflim to the caller that the message has been left;
v. The caller will be charged only for one call regardless of the number of

redials required to retrieve or leave a message.
VI. The caller's direction to the CA of how he or she wants the call handled

will override established procedures.

Bidders shall describe procedures for obtaining any necessary system access
codes from the user and statements regarding the confidentiality of that
information.

u. The bidder will provide descriptions of the steps and a script of what the caller
will experience between dialing of the last digit of the AIRS number and the
CA dialing the number to be called.

4. Confidentiality of Calls

All calls shall be totally confidential which means no written or electronic script shall
be kept beyond the duration ofthe call. CAs and supervisory personnel shall not reveal
information about any call, except the minimum necessary for billing purposes,
including the infonnation below. CAs must be required to sign a pledge of
confidentiality promising not to disclose the identity of any callers or any information
leamed during the course of relaying calls, either during the period of employment as
an CA or after termination ofemployment

a When training new CAs by the method of sharing past experience, trainers
shall not reveal any ofthe following infonnation:

L names, genders, or ages of the parties ofthe call;

11.. originating or terminating points of the call;

Ill. specifics ofthe infonnation conveyed.

b. CAs shall not discuss, even among themselves or their supervisors, any names
or specifics of any relay call, except in instances of resolving complaints. CAs
may discuss the general situation that they need assistance with in order to
c1arif'y how to process a particular type of relay call. CAs should be trained to
ask questions about procedures without revealing names or specific
infonnation that will identifY the caller. If a user is in an emergency or life­
threatening situation or causes an emergency situation to exist by threatening
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the CA or relay center, names and specific infonnation may be disclosed by the
CA to a supervisor to expeditiously address the situation.

c. Watching or listening to actual calls by anyone other than the relay CA is
prohibited except for training or monitoring purposes or other purposes
specifically authorized by the ADHITS Board.

d. Proposals shall include a copy of the policies the bidder will use to preserve
confidentiality.. Such policies may include protocols employees are encouraged
to use to prevent unintentional disclosure of relayed conversations. A copy of
the confidentiality policy shall be provided to a user upon request

e. A CA or supervisor who, after investigation, is found to have violated the
confidentiality rules and regulations shall either be reprimanded or terminated
immediately, consistent with the severity of the violation. Proposals shall
specif'y the policy for reviewing alleged violations of confidentiality..

f. The contractor shall he restricted to collecting only that personal information
necessary to provide and bill for the relay service heing rendered. This
information shall not be used for any other purposes.

5. Obscenity Directed to the CA

CAs do not have to tolerate obscenity directed at them. A proposal should specif'y how
the contractor will handle these situations. It is acceptable to transfer callers using
obscenities directed at the CA to a supervisor to determine appropriate action.

6. CA Counseling

Bidders are required to provide an ongoing counseling and support program for CAs to
help them deal with the emotional aspects of relaying calls. The bidder should describe
this program in the proposal.

7.. Staffing for Call Volume/Usage Patterns

Bidder's proposal shall describe how the bidder will plan staffing patterns in response
to call volumes and usage patterns.

8. Policy and Procedures Manual

Bidders shall provide with the proposal a copy of the existing, or a comprehensive
outline of a proposed, CA Policy and Procedures Manual which shall include, but not
be limited to, confidentiality, handling of emergency and crisis calls, consumer
complaints procedures, consequences of non-compliance to policies, and functions and
roles of a communication assistant
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9. Emergencies

Bidders shall outline how they will achieve the following:

a A policy for handling and referring emergency callso The policy should include
provisions for the CA to help the caller find the appropriate emergency service
number through Directory Assistance. The policy should indicate how the
IRS will interact with Enhanced 911 to provide caller location information"

bo An outreach/education program component (see § IV,D.9) to educate IRS
users regarding the use ofE-9l 1, rather than relay, for emergency calls.

F. SERVICE PROVIDER REPORTING REQUIREMENTS

L Traffic Reports

The provider shall report to the ADIDTS Board by the 21st calendar day of the
following month the following statistics for the previous month. (More frequent or
more detaiIed reports shall also be available upon request.)

a Call volumes:
i.. number of incoming calls
ii.. number of completed calls

b., Average blockage rate.

Co Average answer time; range ofanswer times for the month.

d. Average length ofcall

e" Number ofintrastate, interstate, and international calls.

f. Number of calls originated by TTY users, voice users, and users who signify
"s" (indicating that the caller is speech disabled).

g" The bidder will submit the reporting format that will be used to provide all of
the above information.

h. The bidder must include information on its capability to provide ad hoc
reports when requested.

I. On an annual basis, the vendor must provide forecasted usage figures and costs
to the ADHITS Board for the upcoming year.
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2, Oilier Reporting Requirements

a, The provider shall report quarterly to the ADHlTS Board the results ofilie
user evaluations conducted in accordance wiili § IV,DJ O.

b. The provider shall provide monthly summary reports to ilie ADHITS
Board regarding numbers, topics, and resolution of complaints received,
Copies of all individual complaint records for ilie monili will be sent with
the statistics (see § IV ,D.6).

G. CONTRACT START-UP

The bidder shall describe a plan for implementing TRS by January 1,2004. The plan should
describe how ilie transition from ilie existing TRS carrier to a new contractor, ifnecessary, will
be accomplished. The plan shall allow time as necessary to notify and educate relay users
about any changes which ilie transition may entail, and shall describe ilie procedure for
notifying and educating users as needed.. The plan shall also include a timeline ofcritical dates
for major steps in ilie implementation process from contract award to start date. There will be
no separate payment to ilie contractor for costs associated wiili start-up.

H. TRANSITION TO A NEW PROVIDER

At such time as the relay service may be transferred to a new provider, bidder shall make every
effort to ensure iliat ilie transfer takes place in a manner which prevents relay users from
experiencing an interruption in service.. The relay service and consumer service 800 or oilier
telephone numbers shall be made available to the new provider, wiili the new provider paying
any costs associated wiili the transfero

I. UNSOLICITED FEATURES

Any additional features not described elsewhere in ilie RFP which ilie bidder would like to
propose should be fully described indicating how ilie feature would work, how it would
improve ilie system, which users would benefit from ilie feature, and any oilier information
which would allow evaluation of ilie feature. Video Relay Interpreting is one such feature.
The bidder will provide a supplemental price quote for ilie costs of Video Relay Interpreting.
Bidder will also provide a quote/plan for handling of customers wiili caller ill enhancements
iliat will allow identification of ilie initiating caller's number.

V. PRICE PROPOSAL

A. PRICING

Prices in response to this RFP and ultimate reimbursement to ilie contractor will be based on a
price per completed call minute, or "billable minute." A billable minute shall be defined as ilie
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entire time a call is connected to the CA. A billable minute does not include time in queue (call
is ringing, waiting for a live answer).

Bidders will complete the attached Price Quotation sheet:, indicating a price per billable minute
for the listed call volume ranges for each ofthe five possible contract years.

B. START-UP EXPENSES

The ADHITS Board will not pay any lump sum for start-up expenses or expenses incurred in
the preparation of the bid proposaL

C. PRICE QUOTATION

All bidders are expected to fill out the enclosed Price Quotation Per Billable Minute sheet
completely. All prices contained in the sheets shall be binding on the bidders and are not
negotiable. Any pricing proposal that is incomplete or contains significant inconsistencies or
inaccuracies may be rejected. No deviations, qualifications, or counter offers will be accepted.
The ADHITS Board reserves the right to reject all bids.

D. TRAFFIC INFORMATION

Attachment C provides the historical traffic information necessary for the bidder to provide the
appropriate pricing.

VI. BIDDER RESPONSE REQUIREMENTS

A. FORMAT

In response to this RFP, each bidder is required to submit a proposal organized into seven
clearly identified sections in the following order:

A. Transmittal letter

B. Checklist & certifications (form provided)

C. Index

D. Technical proposal

E.. Price proposal (form provided)

F. Attachments

G. Protective agreement (optional)
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Seven (7) copies of the completed proposal should be submitted. One should be clearly labeled
"Master" and contain all original signatures. Proposals should be submitted in three ring
binders.

Each page ofthe proposal should be numbered consecutively with the transmittal letter as Page
One.

In the top or bottom margin of each page, the company name should be identified.

Proprietary material should be printed on colored paper different from the non-proprietary
material.

B. TRANSMITTAL LEITER

The transmittal letter should state that the response to the RFP represents a binding offer and
that the bidder intends to comply with all requirements of the RFP. Such positive statements
not withstanding, if in the body of the proposal, the bidder indicates either lack of response or
technical non-compliance with the RFP, the bid may be rejected. The transmittal letter should
be signed by the bidder or an officer of the bidder legally authorized to execute contractual
obligations (see also § IlF).

C. CHECKLIST AND CERTIFICATIONS

The transmittal letter should be followed in the proposal by the checklist and certifications.
Each item in the checklist must be initialed by the person who signed the transmittal letter,
indicating that the item has been included in the proposal and accurately represents company
information or commitments.. Each certification must also be initialed. A bid contact person
should be designated on this form.

Certification of four specific forms ofnon-collusion is required:

1. In certification 1, the bidder warrants that no person or selling agency has been
employed or retained to solicit or secure the proposed contract based upon an
agreement or understanding for a commission, percentage, brokerage, or
contingent fee.

2. In certification 2, the bidder warrants that except for proposed subcontracts or a
joint proposal, the prices proposed have been arrived at independently without
consultation, communication, or agreement with any other bidder or competitor
for this procurement

3. In certification 3, the bidder warrants that unless otherwise required by law, the
prices submitted have not knowingly been disclosed by the bidder directly or
indirectly to any other bidder or to any competitor, nor will they be disclosed
prior to the award ofthe contract
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4. In certification 4, the bidder warrants that no attempt has been or will be made
by the bidder to induce any other person or finn to submit or withhold a
proposal for the purpose of restricting competition.

D. INDEX

The index shall identif'y the page number on which each element of the proposal is contained.
Items in the checklist must be indexed as a block in the same order as they appeared in the
checklist Any other items to be indexed should appear in the index either before or after the
checklist block..

E. TECHNICAL PROPOSAL

The technical proposal shall present a full and complete description of how the bidder will
carry out the requirements set forth in § IV, covered in sufficient detail for complete
understanding and evaluation.

F. PRICE PROPOSAL

The provided "Price Quotation" forms are self-explanatory (see § V). The bid prices are fixed
for the term of the contract Estimates will not be accepted. Payments will be based upon
contracted services actually performed in accordance with the prices bid in the price proposal.

G. ATIACHMENTS

The documents which must be included with the proposal as attachments are identified in the
checklist
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ATTACHMENT A

ARKANSAS TELECOMMUNICATIONS RELAY SERVICE PROPOSAL

CERTIFICATION

All bidders are required to provide a response to every item on this form" Failure to do so may
result in rejection of the proposal as nonconforming. Each response requires the initials (not a
check mark) of the corporate principal (authorized to commit the company to the work
proposed) signing this transmittal form and other proposed documents requiring signature"

A REQUIRED CERTIFICATIONS:

L I certify that no "finder's fee" has been paid to an individual or agency"

2" I certify that bid prices were arrived at without consultation with other bidders"

3" I certify that bid prices have not been knowingly disclosed"

4" I certify that no attempt has been made to suppress competition for this RFP

CERTIFICATION

Signature

Name

Title

Date
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ATfACHMENT B

PROPOSAL CHECKLIST

All bidders are required to respond to the checklist to assure that all items of the RFP are
addressed. Each item requires the initials of the corporate principal of the bidder designated to
commit the company to the contractual agreement

Initial on the lines below

L Proposal Narrative
2. Technical Proposal
3. Price Proposal
4. Required Bond/Security
5. Attachments

Financial History
Customer References
DisabilitylMinority, etc.
Certificate of insurance
Network Design
Disaster Recovery Plan__
Recruitmen1Jhiring
Organization chart
Disability awareness
Complaint Resolution
Community Outreach
CA Proficiency Exam
CA Training Plan
CA counseling
Confidentiality Policy
Consumer Input
Policy and Procedures
Facility and Personnel
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ATTACHMENT C

CALL VOLUME AND MINUTES
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ATTACHMENT D

TERMS AND CONDITIONS

LPURPOSE
The purpose of this Agreement is to state the terms and conditions under which,
---:::-:--:----;;-;:;---,---__' a corporation (hereinafter
called the "Contractor"), will provide a state-wide, dual-party relay service
(known as the Arkansas Telecommunications Relay Service, hereinafter called
"ATRS") through which hearing-impaired and speech-impaired persons are
provided with access to the telecommunications network in Arkansas functionally
equivalent to that provided to other telecommunications customers.

2..TERM OF AGREEMENT
This Agreement is effective upon signing by the Contractor and Arkansas Deaf
and Hearing Impaired Telecommunications Services Corporation ("ADHITS").
The term of this Agreement shall be from January 1,2004 through December 31,
2006, unless earlier terminated by ADHITS in accordance with the termination
provisions contained in Paragraphs 21 and 22 herein. ADHITS shall have the
option to extend this Agreement for up to two years as further set forth in
ADIDTS' Request for Proposals ("RFP").

3.PROJECT MANAGERS
The Project Manager for the Contractor shall be

[name, address, telephone] ..

The Project Manager for ADHITS shall be

Kenneth Musteen
ADHITS
1220 West Sixth Street
Little Rock, AR 7220 I
(501) 375-0086

ADHITS may change its Project Manager at any time upon written notice to
Contractor. The Contractor's Prqject Manager shall not be changed without the
written approval of ADHITS' Project Manager..

All correspondence and transmittals of formal notifications concerning this
Agreement shall be addressed to the two Project Managers. The Project
Managers shall handle all communications in a timely and cooperative manner.
All formal notices shall be deemed to be delivered five days after mailing by
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registered or certified mail, return receipt requested, A change in address shall he
noticed in the same manner.

4,SCOPE OF WORK
The Contractor shall establish and implement the ATRS in accordance with
ADHITS' RFP (attached hereto as Exhibit A) as modified by the Contractor's
proposal, including written responses to ADHITS questions (attached hereto as
Exhibit B and hereinafter referred to as "Contractor's Proposal"), each of which is
made a part hereof for all purposes,

Beginning January I, 2004, and lasting for the term of this Agreement, the
Contractor shall be the exclusive provider of ATRS within the State of Arkansas.

The Contractor shall retain management control of the relay service center(s),

To accomplish the objectives, ADHITS and the Contractor will coordinate and
consult on an ongoing basis concerning such matters as, but not limited to, CA
proficiencies and training, quality of service and call handI.ing procedures.. The
Contractor agrees to implement any reasonable recommendations proposed by
ADHITS after such recommendations and costs have been approved by ADHITS'
Board. When approved, the costs incurred by the Contractor in implementation of
any such recommendations are eligible for reimbursement in accordance with the
Compensation provisions of Paragraph 6..

5. SCHEDULING AND COMPLETION OF WORK
The Contractor shall initiate the ATRS on a statewide basis effective January I,
2004. State-wide implementation of the ATRS shall be achieved when the
Contractor's relay service center(s) (is) (are,) able to receive and process calls in
the manner set forth in the RFP from all parts of the State of Arkansas ..

Time is of the essence in the Agreement and, accordingly, all time limits shall be
strictly construed and strictly enforced, The Contractor's failure to meet a
deadline imposed hereunder shall be considered a material and significant breach
of this Agreement and shall entitle ADHITS to any and all liquidated damages set
forth in Paragraph 24.

The Contractor shall submit to ADHITS a detailed work plan including time lines
consistent with tlle service start-up plan included in the Contractor's proposal and
the RFP which details the establishment and implementation of the state-wide
ATRS and the associated time frames. The Contractor shall submit the work plan
to ADHITS no later than _

ADHITS shall review the Contractor's work plan and authorize its
implementation on a mutually agreed to service start date, no later than January I,
2004. Approval by ADHITS of the Contractor's work plan shall in no way
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relieve or release the Contractor from any other obligations to properly perform
and complete the establishment and implementation of the ATRS in accordance
with this Agreement.

6.COMPENSATION
The Contractor shall be reimbursed for invoices submitted based on actual
monthly call volume billed at the appropriate per unit price bid as set forth in
Contractor's Response to the RFP plus any ADHITS-ordered cost items
categorized as "Desirable" plus any additional cost items approved by ADHITS.

ADHITS will not compensate the Contractor for any costs incurred to start up or
terminate the operation of the ATRS outside of the bid per unit price referred to
above..

7.INVOICES AND PAYMENTS
Original, signed invoices shall be submitted monthly in accordance with §IILP of
the RFP to the Project Manager of ADHITS.

ADHITS shall assure that all invoices are processed in a timely manner.

8. RECORDS MAINTENANCE
The Contractor shall maintain a complete file of all records, documents,
communications, and other materials which pertain to the operation of the
program/project or the delivery of services under this Agreement. Such files shall
be sufficient to properly reflect all direct and indirect costs of labor, materials,
equipment, supplies and services, and other costs of whatever nature for which
contract payment(s) is made. These records shall be maintained according to
generally accepted accounting principles and shall be easily separable from other
Contractor records.

9 RECORDS RETENTION AND AVAILABILITY
All such records, documents, communications, and other materials shall be the
property of ADHITS and shall be maintained by the Contractor in a central
location and custodian, in behalf of ADHITS, for a period of three (3) years from
the date of final payment under this Agreement, or for such further period as may
be necessary to resolve any matters which may be pending, or until an audit has
been completed with the following qualifications: If an audit by or on behalf of
any duly authorized govemmental agency of the State of Arkansas has begun but
is not completed at the end of the three (3) year period, or if audit findings have
not been resolved after a three (3) year period, the materials shall be retained until
the resolution to ADHITS' satisfaction of the audit findings ..

10. AUDITS AND INSPECTIONS
The Contractor authorizes ADHITS to perform audits and/or inspections of its
record at ADHITS' expense at any reasonable time during the term of this
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Agreement and for a period of three (3) years following the date of final payment
under this Agreement to assure compliance with its tenns and/or to evaluate the
Contractor's perfonnance hereunder. Should any such audit or inspection
establish noncompliance with this Agreement, either in the manner in which call
minutes are accounted for or in that which they are billed, which caused a
monthly invoice to be overstated by 2%, Contractor shall promptly reimburse
ADIDTS all costs of such audit or inspection,

II. PERFORMANCE MONITORlNG
The Contractor shall permit ADHITS and any other duly authorized agent or
governmental agency to monitor, at Contractor's expense, all activities conducted
by the Contractor pursuant to the terms of this Agreement. As the monitoring
agency may in its sole discretion deem necessary or appropriate, such monitoring
may consist of evaluation of internal operating and management procedures,
examination of program data, special analyses, on-site checking, or any other
reasonable procedures.

ADHITS may observe and utilize the Contractor's technique for assuring the
accuracy of relayed communications, CA procedures, training procedures, office
procedures and testing procedures. ADHITS may not monitor the relay of actual
conversation without the approval of both parties to the conversation. ADHITS
may arrange for calls to test the accuracy of relayed communications or other
factors relating to full and equal access without the permission of the Contractor
or the CA involved. Such calls will not be identified as test or monitoring calls.

All monitoring shall be perfonned in a manner that will not unduly interfere with
provision of services by contractor hereunder. However, since ATRS is to be a 24
hour, 7 days a week service, the monitoring may occur at any time. Duly
authorized agents of ADHITS shall have the right to make on-the-spot checks at
any time without any warning. The Contractor shall make provisions to allow
agents ofADHITS this capability.

The fact that such monitoring is undertaken shall in no way relieve or release
Contractor from its obligation to properly perform its duties in accordance with
this Agreement nor from Contractor's full responsibility for damages or loss
caused by Contractor, its subcontractors, employees or agents. The Contractor
obligations referenced under this paragraph shall be continual and shall not be
affected by ADHITS acceptance of invoices. ADIDTS shall not be required to
request any changes based on the monitoring undertaken pursuant to this
Paragraph I L

12,PERFORMANCE BOND
The Contractor shall furnish to ADIDTS a perfonnance bond (in accordance with
§III.L of the RFP) as security for faithful and timely perfonnance under this
Agreement. The bond shall become effective no later than ten (10) calendar days
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after the APSC approves this Agreement.. The bond shall remain in effect until
the latter of one hundred eighty (180) calendar days after termination of this
Agreement or resolution of any disputes as to Contractor's performance
hereunder"

The bond shall be in the form prescribed by law or regulation and shall be
executed by a surety approved by ADHITS,

If the surety of any bond furnished by the Contractor is declared bankrupt or
becomes insolvent or such surety's right to do business is terminated, the
Contractor shall thereafter, within five (5) calendar days, substitute another bond
and surety both of which must be acceptable to ADHITS,

13. SUBCONTRACTS
Except for subcontracts identified in the Contractor's Proposal, Contractor shall
submit any proposed subcontracts to ADHITS for its written approval before
entering into the same, No work shall be subcontracted without the prior approval
of the Project Manager for ADHITS.. Upon the termination of any subcontract,
ADHITS shall be notified immediately.

14, RELATIONSHIP WITH CONTRACTOR AND SUBCONTRACTOR
The Contractor shall be responsible for all actions of subcontractors and all
payment to subcontractors, Failure of a subcontractor to perform for any reason
shall not relieve the Contractor of the responsibility for competent and timely
performance of all duties under this Agreement. ADHITS will not deal with
subcontractors except through Contractor's Project Manager" All agreements
with subcontractors shall provide that the subcontractor's sale remedy for non­
payment by Contractor under subcontracts shall be against Contractor, and not
result in liens or claims of any sort against ADHITS ..

All requests for changes of work within this Agreement shall be in writing
between the Project Manager for ADHITS and the Project Manager for the
Contractor.

15, ASSIGNMENT
Except for the subcontractors identified in the Contractor's Proposal, the
Contractor may not transfer by assignment, subcontract, or novation its obligation
to perform under this Agreement or any part thereof, unless the prior written
approval of ADHITS as to each assignment or subcontract has been secured..

The Contractor may not, without prior written consent of ADHITS, assign any
right that it may have under this Agreement; consent may be given or withheld in
the sale discretion of ADHITS, provided that such assignment is expressly made
subject to all defenses, setoffs or counter claims which would be available to
ADHITS against the Contractor in the absence of such assignment Such
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assignment must be in writing and delivered to ADHITS not less than fourteen
(14) calendar days prior to the rendering of any invoice, or simultaneously with
the rendering of any invoice and attached conspicuously to said invoice.

ADlliTS' consent to one or more assignment(s) or subcontractors hereunder shall
not constitute a waiver or diminution of ADHITS' absolute right to consent to
each and every subsequent assignment or subcontractor.

In the event of any subcontract hereunder to which ADHITS has consented, each
such subcontract shall contain a provision that further assignments shall not be
made to any third or subsequent tier subcontractor without additional written
consent of ADHITS.

16. INSURANCE COVERAGE
The Contractor shall provide insurance coverage for itself and all of its employees
used in connection with performance of services under this Agreement, and insure
that all subcontractors shall be similarly covered.. Such policies shall be issued by
a fmancially sound carrier and/or carriers and shall be subject to the reasonable
approval of ADHITS. Copies of certificates of insurance naming ADHITS as an
additional insured shall be provided to ADHITS. Such insurance coverage shall
hold ADlliTS harmless from all claims of bodily injmy, including death, and
property damage, including loss of use, by Contractor, its employees, agents or
subcontractors and their employees. This insurance will include Workers'
Compensation as required by law; comprehensive general liability and bodily
injury insurance in amounts that are commercially reasonable under the given
circumstances..

17.REGULATORY AUTHORITY
The Contractor assumes responsibility for compliance with all regulatory
requirements, as well as all other applicable laws, ordinances, rules and
regulations of federal, state and municipal governments or agencies thereof and
shall be liable for any damages caused by an violations thereof.

18. CONFLICT OF INTEREST
The Contractor warrants that neither it nor its subsidiaries are currently engaged
in any relationship which could result in a conflict of interest in the performance
of this Agreement. The Contractor further agrees to refrain from entering into any
such relationship, and to notify the Project Manager for ADHITS promptly of any
potential conflict of interest for itself or its subcontractors. ADlliTS may
exercise its option to terminate this Agreement if a conflict is found.

19. INCORPORATION OF REPRESENTATIONS AND WARRANTIES;
FURTHER REPRESENTATIONS AND WARRANTIES
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This Agreement expressly incorporates Contractor's representations, certifications
and warranties in Exhibits A and B and in other provisions of this Agreement
Contractor further represents and warrants:

a,. Contractor is a corporation duly organized, validly existing in good
standing under the laws of the State of _---:---:-__-,-__,.,--....,...,..
Contractor has all necessary power and authority under applicable
corporate law and its organizational documents to own or lease its
properties and to carry on its business as it is presently conducted,

b. Contractor has full corporate power and authority to execute, deliver and
perform this Agreement The execution and delivery of this Agreement
and performance under this Agreement have been duly and validly
authorized by all necessary corporate action on the part of the Contractor.
This Agreement has been duly executed and delivered and attested to by
duly authorized officers of Contractor and is a valid and binding
agreement, enforceable against Contractor in accordance with its terms.

20. GENERAL INDEMNIFICATION; SPECIFIC INDEMNIFICATION
REGARDING PATENT AND COPYRIGHT INFORMATION: NOTICES OF
PROCEEDINGS
The Contractor agrees to indemnify, defend and hold harmless ADHITS and its
officers, agents and employees from any and all claims and losses arising from or
relating to any and all contractors, subcontractors, materialmen, laborers and any
other persons, firms or corporations furnishing or supplying work, services,
materials or supplies in connection with the performance of this Contract, and
from any and all claims and losses arising from or relating to any person, firm or
corporation that may be injured or damaged by the Contractor in performance of
this Agreement

The Contractor, at its expense, will defend any claim or suit which may be
brought against ADHITS for infringement of United States patents or copyrights
arising from the Contractor's or ATRS's use of any equipment, materials, or
information acquired, prepared, or developed by the Contractor in connection
with the performance of this Agreement, and, in any suit, will satisfy any final
judgment for such infringement. ADHITS will give the Contractor written notice
of such claim or suit and full right and opportunity to conduct the defense thereof,
together with full information and all reasonable cooperation. ADHITS may
participate in the defense of such action, but no costs or expenses shall be
incurred for the account of either party by the other without the other party's
written consent

Contractor shall promptly notify ADHITS in the event that the Contractor learns
of any litigation in which it or ADHITS is a party defendant in a case which
involves services provided under this Contract. Contractor, within five (5)
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calendar days after being served with a summons, complaint or other pleading
which has been filed in any federal or state court or any administrative agency,
shall deliver copies of such document(s) to ADlITTS. The term "litigation"
includes an assigmnent for the benefit of creditors, and bankruptcy, reorganization
and/or foreclosure filings.

21. TERMINATION FOR CAUSE
ADHITS may terminate this Agreement with cause upon written notice to the
Contractor. After receiving written notice of said cause, the Contractor shall have
forty-five (45) calendar days to cure said cause, except in the case of bankruptcy
or insolvency in which case the 45-day period shall not be applicable. If it is
impossible for the Contractor to cure said cause within forty-five (45) calendar
days, it will be sufiicient for the Contractor to show that it is taking all reasonable
steps to cure said cause in an expeditious manner. If the Contractor fails to cure
said cause to the reasonable satisfaction of ADHITS within such time, then
ADHITS shall so notifY the Contractor by written notice.

For purposes of this Agreement, cause shall be defmed to include, but shall not be
limited to, such actions as: failure to establish the ATRS in accordance with the
terms of this Agreement; gross mismanagement, fraud, wanton and material
negligence; being adjudicated a voluntary or involuntary bankrupt, or otherwise
becoming insolvent; any substantial violation of any laws, ordinances, rules or
regulation, of any federal, state, or municipal governmental authorities; and any
major breach of the Contractor's agreement to comply with professional standards
and practices relating to the ATRS.

In the event that this Agreement is terminated for cause, the Contractor shall
forfeit all compensation to be paid to the Contractor under the terms of this
Agreement The Contractor shall not be entitled to any termination costs. In
addition to these remedies, ADHITS shall retain the right to seek any and all
additional rights and remedies afforded by law.

22. TERMINATION AT ADHITS' OPTION
ADHITS may at its option terminate this contract at any time upon giving ninety
(90) calendar days notice in writing to the Contractor" In such event, the
Contractor agrees to use all reasonable efforts to mitigate its expenses and
obligations hereunder. In such event, ADHITS shall pay the Contractor for all
satisfactory services and for all expenses incurred by the Contractor prior to said
termination which are not included in charges for service rendered prior to
termination and which could not by reasonable efforts by the Contractor have
been avoided. The Contractor shall not be entitled to any termination costs.

23.FORCE MAJEURE
Neither ADHITS nor the Contractor shall be considered in default in the
performance of its obligations under this Agreement to the extent that the
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perfonnance of such obligations is prevented or delayed by any cause beyond the
reasonable control of the affected party which such party could not, by due
diligence, have avoided. Such causes, including but not limited to, acts of God,
acts of governmental authority, floods, explosions and riots, shall not relieve the
affected party of liability in the event of its failure to use diligence to remedy the
situation and remove the cause in an adequate manner and with all reasonable
dispatch and to give notice and full particulars of the same in writing to the other
parties as soon as possible after the occurrence of the cause that prevented or
delayed perfonnance of obligations.

24. LIOUIDATED DAMAGES FOR FAILURE TO MEET PERFORMANCE
REOUIREMENTS
THE PARTIES ACKNOWLEDGE THAT IN THE EVENT OF A FAILURE BY
THE CONTRACTOR TO MEET THE PERFORMANCE REQUIREMENTS
LISTED IN THE RFP (EXHIBIT A), DAMAGE SHALL BE SUSTAINED BY
ADIDTS AND THAT IT IS AND WILL BE IMPRACTICAL AND
EXTREMELY DIFFICULT TO ASCERTAIN AND DETERMINE THE
ACTUAL DAMAGES WHICH ADHITS WILL SUSTAIN IN THE EVENT OF
AND BY REASONS OF SUCH FAILURE; AND THE CONTRACTOR
THEREFORE AGREES THAT IT WILL PAY ADIDTS FOR SUCH
FAILURES, AT THE SOLE DISCRETION OF ADHITS, THE AMOUNTS SET
FORTH BELOW.

THE SOLE PURPOSE OF LIQUIDATED DAMAGES IS TO ASSURE
ADHERENCE TO THE PERFORMANCE REQUIREMENTS IN THE
CONTRACT. TI-IE LIQUIDATED DAMAGES AMOUNTS SET FORTH
BELOW HAVE BEEN AGREED UPON BY THE PARTIES, AFTER
NEGOTIATION, AS A REASONABLE ESTIMATE OF DAMAGES. NO
PUNITIVE INTENTION IS INHERENT. WRITTEN NOTIFICATION OF
EACH FAILURE TO MEET A PERFORMANCE REQUIREMENT WILL BE
GIVEN BY ADHITS TO THE CONTRACTOR. IN THE EVENT THE
CONTRACTOR HAS NOT MET THE PERFORMANCE REQUIREMENTS
BY THE DUE DATE, LIQUIDATED DAMAGES MAY BE IMPOSED
RETROACTIVELY TO SUCH DATE.

a. Full Service Start Date. The Contractor shall commence full ATRS
operations upon the mutually agreed service start date no later than
January I, 2004.

Liquidated damages are $20,000 per day for each calendar day from the
date the ATRS was due to start operations.

b. Operating Parameters
L Excessive Call Blockage. The requirement is that no more than a

daily average of I% of calls shall receive a busy signaL
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Liquidated damages are $2,000 per day for each calendar day the
busy signal requirement is not met..

II., Excessive Time to Answer Calls. The requirement is that calls be
answered in a daily average of seven (7) seconds, with a standard
deviation of 3.0 seconds, to assure that 85% of calls are answered
within 10 seconds.

Liquidated damages are $2,000 per day for days in which calls
were not being answered within the required average number of
seconds.

III. Service Outage. Any service outage exceeding four (4) hours in
length within a 24-hour period will subject the service provider to
liquidated damages equivalent to an average of one day's (24
hours) billing in the prior calendar month for the service. "Service
outage" shall be defmed as any interruption of the ATRS
operations and/or inaccessibility by any of its potential users.

c. Monthly Reports
The Contractor shall provide to ADHlTS twenty-one (21) calendar days
after the end of the month.

Liquidated damages are $200 per day for each calendar day the reports are
overdue.

Initials of parties:

25.COLLECTION OF DAMAGES (ACTUAL AND LIQUIDATED)
Amounts due ADHITS as actual or liquidated damages may be deducted by
ADillTS from any money payable to the Contractor pursuant to the Agreement or
otherwise as a debt due to ADHlTS. ADHITS shall notifY the Contractor in
writing of any claim for actual or liquidated damages pursuant to this provision at
least ten (10) calendar days prior to the date ADillTS deducts such sums from
money payable to the Contractor.

Initials of parties:

26.SEVERABILITY
During any period in which any proVIsIOn of this Agreement shall be held
unlawful or otherwise unenforceable, such provision shall be severed and deemed
deleted, and the remainder of this Agreement shall continue in full force and
effect as if such provision had never existed.
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27. HEADINGS
The headings used in this Agyeement are for convenience of reference and are not
intended to limit or define the text of any paragraph herein. Such text shall
control the headings in case ofany inconsistency.

28.. GOVERNING LAW
This Agreement shall be governed by the laws of the State of Arkansas as applied
to contracts formed and wholly performed in Arkansas, and enforced in and by
the courts in the State of Arkansas ..

29 WAIVER
Waiver, whether formal or constructive, by ADHITS of strict performance of any
provision of this Agreement in any specific instance shall not be deemed a waiver
of, nor shall it prejudice ADHITS' right to require strict performance of the same
provision or any other provision in the future.

30. TAXES, FEES AND LICENSES
All sales, property, excise and other federal, state and local taxes, licenses or fees,
if any, resulting from this Agreement shall be paid by ContractoL

3I. TRANSITION TO NEW VENDOR
At the conclusion of the term of this Agreement, the Contractor agrees to
cooperate with any new vendor for the service and to provide assistance to
facilitate the transition of the service to the new vendoL Specifically, Contractor
agrees, if requested, to continue to provide service for up to 90 days following the
termination of the initial or any renewal period, on the same terms and conditions
until the new vendor can commence service.

32. MODIFICATIONS TO AGREEMENT
ADHITS may request, at its sole discretion and by written notice, that certain
changes be made to the general scope of work without invalidating this
Agreement. No changes in the scope of work shall be made by the Contractor
without the prior written approval ofADHITS.

Upon receipt of any such written request from ADHITS for a change to the
general scope of work, the Contractor at Contractor's expense shall within a
reasonable time thereafter, submit to ADHITS a detailed written estimate of the
required price and schedule adjustment to this Agreement. ADHITS will approve
the modification and the costs associated with such work prior to the time the
Contractor begins such work.

This Agyeement and all obligations hereunder are subject to all applicable laws,
rules, obligations and orders or ruling of any authorized court, agency or
commission of federal or Arkansas government. This Agreement is subject to
changes or modifications that may from time to time be directed by the Federal
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Communications Commission or the State of Arkansas. Any such changes or
modifications shall be subject to the procedure set forth in this Agreement.

33. CONFLICTING DOCUMENTS
To the extent, if any, that this Agreement conflicts with the RFP and/or
Contractor's Proposal, this Agreement shall take precedence and control. To the
extent, if any, that the RFP and Contractor's Proposal conflict, Contractor's
Proposal shall take precedence and control.

34. ENTIRE AGREEMENT; COUNTERPARTS
This Agreement, incorporating Exhibits A and B, constitutes the entire Agreement
between the parties hereto. No other Agreement, statement, or promise relating to
the subject matter of this Agreement which is contained herein shall be valid or
binding. No changes, alternatives or modifications hereto shall be effective
unless in writing and signed by a representative of each party authorized to bind
said party. This Agreement may be executed in several counterparts, each of
which will be deemed an original and all of which shall constitute one and the
same instrument.

Executed this __ day of "2003.

Arkansas Deafand Hearing Impaired Telecommunications Services Corporation
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For the Contractor:
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Appendix W: Copy of Phone Bill with Surcharge Rate
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